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1 Introduction

On March 18, 2020, the California Public Utilities Commission (“CPUC” or “Commission”) issued
Decision (D). 20-03-004 (“Decision”), which provides a number of new requirements for electrical
corporations to conduct outreach to communities and the public before, during and after a wildfire
in all languages “prevalent” in their respective service territories. As described in the Decision, a
language is “prevalent” if it is spoken by 1,000 or more persons in the territory of an Investor
Owned Utility (IOU) or Small or Multijurisdictional Utility (SMJU). The utilities are responsible for
determining which languages are prevalent in accordance with the guidance set forth in the
Decision.

In accordance with Ordering Paragraph (OP) 22 of this Decision, Pacific Gas and Electric
Company (PG&E) outlines its Community Wildfire Safety Program (CWSP) Outreach Workplan
and Budget (“Workplan”). Additionally, in accordance with OP 1, which indicates PG&E “shall
demonstrate to the Commission’s satisfaction” that it conducts community awareness and public
outreach before, during and after a wildfire in any language that is “prevalent” within its service
territory, this Workplan also provides PG&E'’s language translation strategy to reach customers
that meet this criteria before, during and after a wildfire (and a PSPS event). PG&E also describes
their approach in determining “prevalent” languages in its territory that will be used in its
community outreach language translation strategy based on the provided definitions' and data
sources? suggested in D. 20-03-004.

This Workplan described herein supplements and details the incremental communications and
outreach-related plans described in PG&E’s 2020-2022 Wildfire Mitigation Plan. Additionally, as
required by D.19-07-015 OP14, the new languages identified in this Workplan based on the
guidance set forth in D.20-03-004 will be used in other relevant proceedings, including the
Disaster Relief Rulemaking (R.) 18-03-011. PG&E’s Advice Letter 4139-G/5630-E describes the
Consumer Protections Language Requirements that PG&E implements before, during, and after
a disaster. PG&E intends to continue to leverage that plan as described and will adopt the
additional languages identified based on the Commission’s definition of prevalence in this
proceeding.

The following report describes PG&E'’s approach for identifying prevalent languages in its territory
based on D.20-03-004, the communication and outreach channels that will be leveraged before,
during and after wildfire and/or PSPS event, as well as the associated translations progress and
plans. Additionally, PG&E describes the approaches for evaluating its outreach plan as described
herein. Finally, PG&E proposes a budget for the annualized costs of these efforts described in
this report.

TOP1and 2
20P4,6,7,8 9and 13



2 Language Prevalence |dentification in PG&E’s Service Territory

2.1 Definition of Language Prevalence

In the Decision, the Commission directs that all electrical utilities conduct outreach to communities
and the public before, during and after a wildfire in all languages “prevalent” in their respective
service territories. In accordance with OP 1 and 2, a language is “prevalent” if:

e |tis spoken by 1,000 or more people in the affected service territory (based on identified
data sources);

e It is spoken by indigenous communities that occupy significant roles in California’s
agricultural economy, regardless of prevalence, such as Mixteco and Zapoteco; and

e Itisrequired by statute, regardless of prevalence, which include English, Spanish, and top
three languages: Chinese, Tagalog and Vietnamese, as well as Korean and Russian
(where prevalent). To note, these languages PG&E has already adopted for translated
support for wildfire and PSPS communications.

Each utility is responsible for determining which languages are considered prevalent within their
territory with the guidance set forth by the Decision.

2.2 Identification of Language Prevalence

To determine prevalent languages in PG&E'’s territory, PG&E coordinated with the other Investor
Owned Utilities (IOUs) to align on the methodology and data sources to identify the prevalent
languages within its service territory. PG&E used the criteria and data sources proposed by the
CPUC in the Decision to establish what languages would be used for wildfire and PSPS-related
communications. Table 1 below outlines the data sources used and associated ordering
paragraphs from the Decision that authorizes the use of these sources.

Table 1. Data Sources to Determine Language Prevalence 3

Data Source Ordering Paragraph
from D. 20-03-004

Primary Source American Community Survey (Table C16001) OP 4
Secondary Source | California Complete Count OP 6
Secondary Source | Hard to Count OP 6
Secondary Source | US Census Data OP 6
Internal Source PG&E Historical Language Call Volume Data OP 8
Secondary Source | Community Based Organization Feedback OP 8

3 Effort conducted to comply with D. 20-03-004 Ordering Paragraph 1, 4, 6,7, 9, 13



2.2.1 American Community Survey Data

As stated in OP 4, “to identify prevalent languages, the Investor Owned Utilities and Small and
Multi-durisdictional Utilities shall use American Community Survey and their own data in
accordance with the process in Appendix A.”

The guidelines to determine language prevalence in Appendix A ultimately pointed to a five-year
data set as of 2018 from the American Community Survey. This included the top 12 non-English
language categories in California based on “Languages spoken at home for the population 5 years
and over" and are identified within PG&E’s service territory with 1,000 people or more that “speak
English less than very well.” This data set included the below 12 categories -- six of these
categories were ‘bundled’ or ‘other’ language categories with multiple or indistinct languages
included in the data set (marked with an asterisks):

1. Spanish 8. French, Haitian, or Cajun®

2. Chinese 9. German or other West Germanic

3. Vietnamese languages

4. Korean 10. Other Indo-European languages

5. Tagalog (incl. Filipino) 11. Other AS|a*n and Pacific Island
languages

6. Arabic 12. Other and unspecified languages*

7. Russian, Polish, other Slavic

languages™

Of these languages, Arabic was a new language included in this data set that was not “bundled”
with other languages, which PG&E has not already adopted for translations. As authorized by OP
6, PG&E could leverage “United States Census data as well as the data sources suggested by
California Environmental Justice Alliance (“California Complete Count,” and “Hard to Count” data)
if American Community Survey data is not sufficient in determining languages spoken in the target
area.” Given some of the language categories were bundled with multiple languages in the
American Community Survey Data, PG&E and the IOUs jointly determined this data set was not
entirely sufficient to determine prevalence. Therefore, PG&E supplemented the determination of
language prevalence using secondary data sources suggested by the CPUC, including California
Complete Count (based on US Census data), PG&E internal data, and CBO input.®

2.2.2 (California Complete Count

Since the American Community Survey Data was not entirely sufficient given some of the
languages were bundled into categories of languages, PG&E leveraged data from California
Complete Count.® In May 2019, the California Complete Count issued a report titled “Language

4 In compliance with OP 1, American Community Survey U.S. Census Bureau data portal at
data.census.gov "Language spoken at home for the population 5 years and over" table c16001
5 PG&E ruled out the use of the Hard to Count data, since the data set found only included four bundled

categories of languages: Spanish, Indo European, Asian Pacific, Other.

6 California Complete Count. Language and Communication Access Plan. PDF file. May 17, 2019.
https://census.ca.gov/wp-content/uploads/sites/4/2019/06/LACAP.pdf
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and Communication Access Plan” that identified the top 12 non-English language groups spoken
in California, which uses the U.S. Census Bureau American Community Survey 2013-17
estimates. California’s top 12 languages included:

Spanish 7. Farsi

Chinese (including Cantonese and 8. Arabic

Mandarin) 9. Russian
3. Vietnamese 10. Japanese
4. Tagalog (including Filipino) 11. Punjabi
5. Korean 12 Khmer

6. Armenian

Of these 12 languages, one language (Armenian) was not included as a primary’ (top) language
within any PG&E county. Additionally, PG&E determined that Filipino was a close dialect to
Tagalog, and therefore does not need to be translated separately. Ultimately, based on this data
set from California Complete Count, PG&E adopted four additional languages to be included in
its wildfire and PSPS communications: Farsi, Japanese, Punjabi, and Khmer. To add, this data
set reinstated the need for the one new language identified from American Community Survey
data: Arabic.

2.2.3 PG&E Call Center Data

To supplement and reinforce the two data sets noted above (American Community Survey and
California Complete Count), PG&E used 12-month historic call center data. Currently, PG&E’s
call center provides customers with a service to access translated customer support in over 250
languages (see Appendix 1, which provides a list of all languages offered in PG&E’s call center
for translation services). In the twelve months from April 2019 to March 2020, PG&E provided
customer support translations through the call center in 80 different languages (see Appendix 2
to view total counts by languages used in the call center). Using the secondary data suggested
by the CPUC (American Community Survey and California Complete Count), PG&E’s call center
data confirmed that the proposed additions are aligned with the top uses for its call center
translation services.

2.2.4 Third Party Input to Identify Language Prevalence, Suggest Channels of Outreach, and
Recommend CBOs Partnerships

In accordance with OP 8 and 13, PG&E engaged with CBOs and other utilities to determine how
they work with CBOs, what languages they recommend be translated, and their suggested
channels for reaching customers with limited English proficiency. Furthermore, PG&E has
engaged with the People with Disabilities and Aging Council (PWDAAC) — a newly established
Access and Functional Needs (AFN) -focused council to gain feedback on the support PG&E
provides for its aging and disabled customers. See below for more detail.

7 The primary language is defined as the Limited English Proficiency (LEP) non-English native or preferred
language.



2.2.4.1 Input from CBOs

In April 2020, PG&E sought feedback from over 200 CBOs to identify language needs in
communities within PG&E territory.?® The CBOs engaged serve diverse groups of Californians
residing in PG&E’s service territory, including seniors, immigrants, people with disabilities, and
low income families. They offer a broad range of services including assistance with employment,
housing, physical and mental health, food, and financial needs, among others. As part of this
effort, PG&E emailed CBO contacts to solicit input on which languages these organizations either
(1) currently provided services or assistance in, or (2) believed were needed to support limited
English proficiency community members. Additionally, PG&E asked CBOs to provide suggestions
on the best channels to communicate to residents with limited English proficiency.

PG&E received responses from over 60 different CBOs. Most of the organizations who responded
currently offer services in Spanish. Other languages that respondents believed required support
generally aligned with PG&E’s planned languages for Wildfire-related communications, including
PSPS communications — namely Chinese (Mandarin and Cantonese dialects), Viethamese, and
Tagalog. Some CBOs in the central valley and in northern parts of PG&E territory suggested that
communications and services should also be offered in Hmong — a language that based on the
primary and secondary data sources PG&E originally identified was not included. Given Hmong
was one of the top five languages suggested by the CBOs that PG&E had not planned to include
in its wildfire and PSPS communications, PG&E determined it was appropriate to adopt based on
the feedback received.

Additionally, a few CBOs serving Spanish speaking residents also noted a need for services and
communications in indigenous languages, including Mixteco, Zapoteco, Triqui and Purepecha.
Organizations serving the deaf and hearing impaired recommended using American Sign
Language interpreters. Some organizations, particularly state and government organizations,
contract with Language Line Services (the same vendor as PG&E), or a similar vendor, in order
to provide oral translation and interpretation services in a broad range of languages beyond what
staff on hand can speak, write, or read.

CBOs that responded to PG&E’s inquiry also suggested several communication channels for
connecting with community members with limited English proficiency. The most frequently
suggested communication channels were in-language social media (including Facebook, Twitter,
WhatsApp, and Facebook Messenger), television, community events, phone calls, and text
messages. Organizations that served customers with disabilities noted that any communications
using audio would also need text capability or captioning, and should ensure that website, web
content, forms, and any multimedia is accessible to all.

8 Effort conducted in accordance with D.20-03-004 OP 8 Over 200 CBOs were contacted by email in order
to solicit feedback



2.2.4.2 Input from People with Disabilities and Aging Council

In 2020, PG&E established the People with Disabilities and Aging Advisory Council (PWDAAC)®,
which is comprised of a diverse group of recognized CBO leaders that support individuals with
developmental, intellectual and/or physical disabilities, chronic conditions, injuries, and older adult
communities, as well as members and advocates from within these communities. The Council
provides independent expertise to provide input on best practices for PG&E’s customer programs,
operations, and communications to improve support for these populations now and in the future.
In its first meeting held in April 2020, PG&E initiated discussion to obtain input and suggestions
from the council on various outreach approaches and communication channels planned by PG&E
in 2020.

2.2.4.3 Input from Telecommunications, Water and Transportation Utilities

In April and May of 2020, PG&E solicited input from the telecommunications, water and
transportation utilities to understand their CBO engagement strategy for customer outreach and
communications.'® This engagement took place in two ways: (1) PG&E solicited input from
transportation and telecommunication providers at PSPS preparedness webinar meetings; and
(2) PG&E sent an email survey to all telecommunication, water and transportation providers to
solicit their responses. To date, PG&E has not received input from these providers that would
influence the scope of their outreach plan. PG&E will continue to seek and accept input, and
potential collaboration, to coordinate outreach and communications with these providers.

2.2.5 Input from Parties to the Proceeding

Additionally, in accordance with OP 12, the IOUs have arranged a “meet and confer” with parties
to this proceeding to gather input on other additional CBOs that could be employed to assist with
community outreach and engagement. PG&E anticipates this will be an iterative, on-going
process to continue to gather input from key partners and parties.

3 Prevalent Language Identification Results

Based on the definition of language prevalence and authorized data sources described above,
PG&E identified the following 12" languages to be used for wildfire and PSPS-related
communications as described in Section 4 and 5 below. Six of these languages are new.
Additionally, based on the direction from the Commission to include languages spoken by
indigenous people that occupy significant roles in California’s agricultural economy regardless of
prevalence, PG&E also includes these languages, such as Mixteco and Zapoteco, which will be
served and supported through varying channels described below (e.g. CBO communications and
multi-cultural media outlets). These new languages added to PG&E’s wildfire and PSPS-related

® Rulemaking 18-12-005 PG&E 2020-2022 Wildfire Mitigation Plan section 4.1.3 Vulnerable Populations
(Populations with Access and Functional Needs)

10 Effort conducted to comply with D.20-03-004 OP 13

" This Workplan references 12 total languages in written form, and 13 total languages spoken form. This
is because Chinese is one language in written form, and two languages in its spoken form: Cantonese and
Mandarin.



communications are marked with asterisks below:
Spanish

Chinese (Mandarin & Cantonese)
Vietnamese

Tagalog

Russian

Korean

Arabic*

N o o bk 0N~

8. Punjabi*
9. Farsi*
10. Japanese*
11. Khmer*
12. Hmong*

13. Indigenous Languages*

Table 2 below provides more detail with the summary results of the analysis used to derive the

12 languages, as well as indigenous languages.

Table 2. Prevalent Language Results Based on Analysis

Languages fo!' Wildfire America.n CA Complete PG&E Live CBO
related ln_cluqlng PSPS Community Count Agent Call Input's
Communications Survey Data'? (>1,000)"3 Volume Data’

Spanish 1,521,937 Yes 699,734 56
Chinese (Mandarin & 348,716 Yes 8,618 15
Cantonese) 11,979 15
Vietnamese 157,534 Yes 5,090 16
Tagalog 135,465 Yes 257 13
Russian 58,175 Yes 1,157 6
Korean 44116 Yes 801 5
Arabic 178,476 Yes 583 3
Punjabi N/A Yes 1,303 3
Farsi N/A Yes 494 4
Japanese N/A Yes 326 2
Khmer N/A Yes 226 1
Hmong N/A N/A 435 10
Indigenous Languages N/A N/A minimal 5

2Includes summary of customers that speak English “less than very well” from table c16001 in PG&E

territory

3 Includes the languages that were identified to be required based on California Complete Count in

PG&E counties

4 Based on twelve-month historic call volume by languages used for PG&E’s translation services

S CBO input is based on voluntary responses from over 60 community-based organizations and includes
a summary of languages offered and/or needed. These counts do not necessarily include input from
California state agencies, who use Language Line translations services to offer oral translation and

interpreters in many languages.



PG&E will also provide outreach to customers in American Sign Language (ASL), in order to
reach the deaf and hard of hearing community before, during and after a wildfire and PSPS event.

3.1 Lessons Learned from San Joaquin Valley Proceeding

Pursuant to OP 7, the California Environmental Justice Alliance (CEJA) shared lessons learned
from the San Joaquin Valley Proceeding (R.18-10-007)."® PG&E will take into consideration the
best practices highlighted from this letter and in this proceeding as it continues to refine its plans
for outreach and CBO engagement.

Table 3 below shows key highlights of best practices from this letter and proceeding and how
PG&E is incorporating the recommendations:

Table 3. PG&E Actions in Response to San Joaquin Valley Proceeding Best Practices

San Joaquin Valley Proceeding Best

. . PG&E Action
Practice Recommendation

Having a community-led design PG&E is actively obtaining input from parties to the

process to ensure outreach it is proceeding, CBOs directly, and through various

effective and accessible advisory councils, including the PDAAC, to gain
input on its outreach plans and language translation
approaches

Developing and following a community | The community engagement outreach plan

engagement plan described herein will be followed

Providing culturally sensitive and PG&E is seeking input from relevant parties, and

locally relevant translated intending to leverage their input to provide culturally

communications sensitive and local relevant communications (e.g.
working with trusted CBOs locally)

Offering a variety of outreach tactics As described herein, the outreach tactics provided

unique to targeted communities’ needs | by PG&E are vast and continues evolve based on

and preferences lessons learned, feedback, confirmation of
effectiveness

Obtaining CBO input on their PG&E will include CBOs in their assessment of the

assessment of outreach submitted to effectiveness of its 2020 outreach, and welcome

the record CBOs to share their input to the record (if interested)

Ensuring funding is made available for | PG&E is proposing additional funding to support

CBO outreach additional CBO engagement to carry PG&E

messages to its customers as authorized in OP 21

4 Channels of Customer and Community Communications and Outreach

In OP3, the Commission provides communication channels that the utilities shall consider using
at minimum, including: “radio, broadcast, cable and print earned and unearned media, shareable
video or audio content, door-to-door contact, social media and websites, texting and other
communications-based methods such as live phone calls, emergency alerts, e-mails, or

'6 Letter on “Best Practices for Outreach from the San Joaquin Valley Proceeding” received via
email from Mad Stano on 03/30/20



prerecorded messages to communicate with their customers in-language.” PG&E makes a
considerable effort to use these channels, among others, and provides more detail regarding each
channel used below. PG&E intends to continue to explore additional channels and technologies
for communications, while also refining details and scope of implementation to improve content,
accessibility, awareness and effectiveness.

4.1 Website

PG&E’s website (www.pge.com) allows customers to have access to 24/7 information before,
during and after a wildfire and/or PSPS event. PG&E’s website provides customers with
convenience and flexibility by allowing them access to a variety of topics associated with wildfire
related including emergency preparedness (www.pge.com/emergencypreparedness), and PSPS
planning and preparedness information (www.pge.com/psps).

To ensure scalability during high volume emergency events, including PSPS events, PG&E
recently launched a new, standalone cloud-based website called the “Safety and Alerts Center.”
The Safety and Alerts Center is located at www.pgealerts.alerts.pge.com, however, consumers
do not need to learn this new URL. Whenever there is a high volume event, PG&E will redirect
traffic from pge.com over to the standalone site. Once on the new site, users can choose to stay
there to get PSPS information or to continue on to pge.com. Additionally, any PSPS event related
URLs used in 2019, such as www.pge.com/pspsupdates, will be directed to the new site by
default. In addition to having event specific content in English, the alert center currently offers
content in 7 languages. Tools such as the address lookup tool and the outage map which were
previously only available in English will also be made available in-language later this year. The
alerts site allows PG&E to handle traffic spikes while maintaining normal course of business (e.g.
customers log into their accounts to view energy statements, pay a bill, submit a service
application).

A focused set of “critical” pages, including PG&E’s PSPS webpage and the alert microsite, is
currently translated in the six original written languages: Spanish, Chinese, Viethamese, Korean,
Tagalog, Russian.'” PG&E is currently reviewing all wildfire related, including PSPS web content,
to determine which pages align with the critical information/document criteria discussed below in
section 4.5. PG&E plans to add the six new languages to the site later this year: Arabic, Farsi,
Punjabi, Japanese, Khmer, Hmong.

PG&E will continue to explore and identify improvements for its website based on continued user
and messaged testing, feedback from surveys, and more.

4.2 Media Engagement

PG&E works closely with external media outlets, including both paid and earned media, to provide

7 The following are example translated sites for the PSPS Updates page, which can also be found by
clicking the language icon at the top of the screen on the English page:

Spanish: www.pge.com/pspsupdates-es’; Chinese: www.pge.com/pspsupdates-zh;

Korean: www.pge.com/pspsupdates-ko; Russian: www.pge.com/pspsupdates-ru;

Tagalog: www.pge.com/pspsupdates-tl; Viethamese: www.pge.com/pspsupdates-vi.



http://www.pge.com/
http://www.pge.com/emergencypreparedness
http://www.pge.com/psps
http://www.pgealerts.alerts.pge.com/
http://www.pge.com/pspsupdates
http://www.pge.com/pspsupdates-es
http://www.pge.com/pspsupdates-zh
http://www.pge.com/pspsupdates-ko
http://www.pge.com/pspsupdates-ru
http://www.pge.com/pspsupdates-tl
http://www.pge.com/pspsupdates-vi

broad awareness to Californians to share tips related to wildfire and PSPS preparedness,
socialize available resources, and communicate PSPS event information.

4.2.1 Earned Medja

PG&E engages with the media by issuing press releases, conducting and live streaming news
conferences with ASL translators, and participating in media interviews. In turn, these media
organizations may provide communications on the radio, broadcast, tv, and online.

To serve customers with limited English proficiency, PG&E engages with over 150 multi-cultural
media outlets throughout the year in an effort to promote safety initiatives, including PSPS, to
monolingual or difficult to reach populations that may not have access to mainstream television
media or read/speak English. See Appendix 3 for a list of these multi-cultural media organizations.

PG&E shares news releases and coordinates interview opportunities with these media outlets to
help educate limited English-speaking customers on various PG&E programs, including the
Community Wildfire Safety Program (CWSP), Public Safety Power Shutoff (PSPS), emergency
preparedness, public safety, income qualified programs, and energy efficiency. Additionally,
PG&E scheduled media visits with these organizations to discuss other partnership opportunities
(e.g., Public Service Announcement, advertising, event sponsorships). During PSPS events,
select media outlets are notified based on their geographic coverage and frequency in running
event updates.

When a wildfire and/or PSPS event may be active and PG&E’s Emergency Operations Center
(EOC) is activated, PG&E staffs bilingual and multilingual employees to serve in the EOC to
support the Public Information Officer (PIO) multi-media engagement function. These employees
provide urgent translation support, such as verification and approval of ad hoc written translations
during emergencies. These staff assist PG&E with avoiding delays that can occur when engaging
outside vendors for translation needs during an active event or wildfire.

4.2.2 Paid Media and Advertising

To supplement PG&E’s outreach efforts, PG&E runs PSPS emergency messages to reach
customers via paid media channels. PG&E purchases a combination of English and in-language
radio ads, as well as digital banners in English and multiplate languages based on targeted zip
codes. PG&E is in the process of identifying available media outlets to cover the 12 identified
languages, and the associated costs, which are variable based on geography and season.

To build customer awareness of its expanded in-language support, PG&E will run a series of print
ads across its service territory highlighting its web and call center resources provided in language.

4.3 Social Media

PG&E uses social media, including Facebook, Twitter' and NextDoor,?° to direct users to its
website where they can access important emergency preparedness information, as well as PSPS

18 www.facebook.com/pacificqasandelectric/
19 twitter.com/PGE4Me
20 https://nextdoor.com/agency-detail/ca/san-francisco/pacific-gas-and-electric-company-13/
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event resources in their supported language of preference. Using PG&E’s social media accounts,
PG&E posts key messages from news releases, such as the launch of the Disability Disaster
Access & Resources Program,?! invitations to wildfire safety and preparedness webinars,??
promoting the Medical Baseline program,?® and PSPS event updates including Community
Resource Center (CRCs)?!information. PG&E’s social media efforts also include publishing
content, including informational preparedness and/or event-specific videos, such as PSPS,
processes and insight into frequently asked questions.

4.4 Videos

In addition to the video content that PG&E shares through social media and on its website, PG&E
is actively exploring new approaches to inform customers, including the creation of short (30
second) videos, longer 5-minutes videos and an extended 30-minute informational program.
These videos will provide a high-level overview of expectations and protocols for PSPS for the
territory. Additionally, PG&E will cover content discussed during PG&E webinars, including
approaches to mitigate for wildfire risk and how customer can prepare for emergencies. The
method in which this content would be delivered is still being determined, and PG&E intends to
have initial videos completed by Q3 2020, including translations in prevalent languages for key
videos.

4.5 Collateral and Print Material

PG&E is working towards streamlined criteria for translating wildfire related, including PSPS,
communications. For 2020, PG&E takes three approaches on translating print media (and web
content), such as brochures and fact sheets, including:

(1) Full translations of “critical information/documents”;

(2) Tagline translations in all 12 languages for non-critical information/documents (unless the
primary content has been covered in a key critical document); and

(3) Language icon and text in English that points customers to PG&E’s Language Services
Line for non-critical documents (if space is limited).

The criteria for determining the three is more fully described below.

4.5.1 Full Translation of Critical Information/Documents

“Critical Information/Documents” are print materials focused on wildfire and PSPS preparedness
and available resources, as well as PSPS notifications. PG&E provides fully-translated
educational collateral to support in-person education efforts for customers in their preferred
language (where prevalent), and to share with collaborators that help PG&E socialize their
messages. See Appendix 4 for a sample of fully translated print collateral.

21 hitps://twitter.com/PGE4Me/status/1255636675939708931
22 hitps://twitter.com/PGE Paul/status/1255562436230381570
23 hitps://twitter.com/PGE4Me/status/120490097 1505209344
24 hitps://twitter.com/PGE4Me/status/1197530202735296513
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PG&E is in process of reviewing all current collateral materials to ensure items deemed as “Critical
Documents” are available in collateral catalog in all 12 prevalent languages identified. Once in
the catalog, those items can be:

1. Downloaded as PDFs for electronic distribution (shared with CBOs, affinity groups, etc.); and

2. Printed-on-demand where PG&E or third-party representatives can order a batch of printed
collateral for events, presentations, and among other engagements.

4.5.2 Tagline Translations for Non-Critical or Supplemental Information/Documents

For non-critical materials (or materials that supplement those that already exist) and there is
adequate space in the materials, PG&E will provide one-line translated text referencing the
customer to call PG&E and/or view translated content online. Additionally, PG&E will point
customers to the contact center for support in over 200 languages using a universally
recognizable language translation icon. PG&E has conducted benchmarking to determine the
most appropriate and recognizable universal language icon to leverage in these instances. See
Figure 1 below for an illustrative example of the tagline translations.

Figure 1. Example of PG&E Tagline Translations

Para ayuda en espanol por favor llame al 1-866-743-6589 1-866-743-6589 JJ-ulg 23 g g s « Wpad o Ga
ERERA/EBAEKEE B E 1-866-743-6589 WENUS SWRMANIE UL SIRINSUMULE 1-866-743-6589
DE& dudc gilp d8 bang tiéng Viét, xin goi 1-866-743-6589 Yog xav tau kev pab ua hais lus Hmoob, hu rau 1-866-743-6589
H=R02 O E28 2oAle]H HBStM 2 1-866-743-6589 Unrd) <fg Hee B, Iigur Jad 1-866-743-6589 3 IS 9

Para tulong sa Tagalog, mangyari lamang na tumawag sa ol i Uadig ko g i ) Gl il oomggs Jhaal Gl il e i

1-866-743-6589

[1ns NonyYeHysi NOMOLLM Ha PYCCKOM A3bIKE, NOXanyicra, . L
NO3BOHUTE NO TenedoHy: 1-866-743-6589 @ For translated support in over 200 additional

MAETOHF— ML 56 THET S0 1-866-743-6589 languages, please contact PG&E at 1-866-743-6589

TSAINVET-ATISY il rluad qi phegs

4.5.3 Language Icon for Non-Critical or Supplemental Information/Documents

Items that are classified as non-critical or supplemental and with space constraints, will include a
universal “icon” and short message in English to provide visual reference to the availability of
additional translations through other channels, such as dedicated web pages or by phone through
PG&E Call Centers. As mentioned above, PG&E conducted benchmarking to determine a
universally recognizable language translations icon to use in these instances. See Figure 2 below
for an illustrative example.

Figure 2. Example of Language Icon

For translated support in over 200 languages,
please contact PG&E at 1-866-743-6589.
S

4.6 Live Agent Call Center Support

PG&E operates four contact centers in the state of California and provides 24/7 emergency live-
agent service for customers to report emergencies and obtain PSPS-related updates, as needed.
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PG&E’s Customer Support Contact Center agents are trained in how to handle customers dealing
with natural gas and electric emergencies with specific procedures to escalate life-threatening
situations.

PG&E has the ability to support any additional customers language needs not specified within
this plan by calling PG&E’s Customer Support Contact Center, which is equipped to translate
messaging in over 250 languages, including almost 10 indigenous languages, such as Mixteco,
Zapoteco and Triqui. PG&E will continue to leverage PG&E'’s four Customer Support Contact
Centers before, during and after a PSPS event, which offer support by trained agents that handle
customer inquiries, including providing translation services available in 250 languages. PG&E
may implement the PSPS call strategy, as needed, to ensure elevated service with minimal wait
times for PSPS customers during a PSPS event.?®

4.7 Customer Notifications

PG&E describes its PSPS event notifications and coordination strategy in PG&E’s 2020-2022
Wildfire Mitigation Plan.?® Customer notifications are currently planned for PSPS events and, in
the event of a wildfire, may be issued to provide incident-related updates if long-duration outages
are anticipated, as well as providing a status of customers’ gas and/or electric service.

PG&E is committed to providing notifications to potentially impacted stakeholders in advance of,
during and after a PSPS event, as weather permits. The PSPS notification strategy will comply
with CPUC rulings. PG&E expanded its notification strategies from 2019 and continues to adjust
as the company receives feedback from state and local agencies, as well as its customers. For
2020-2022, PG&E will utilize the strategies below and will modify, as needed, as the company
works towards shorter event durations and fewer customers impacted. PG&E will continue to use
all communication channels available during an event: direct to customer notifications, media
(multi-cultural news outlets, earned and paid media, social media), website, collaboration with
Public Safety Partners and CBOs.

PG&E continues to make improvements to the customer notification process and experiences,
including translations of the notifications. For 2020, PG&E has redesigned its customer
notifications based on a number of feedback sources, including customer research and analysis
of digital use, as well as feedback received by customers and partners during and after PSPS
events. In its notifications planned for 2020, PG&E will provide more information, sooner directly
to customers. Example improvements to the notifications in 2020 include:

25 PG&E 2020-2022 Wildfire Mitigation Plan (Pg. 5-305): “During an event, PG&E will consider
implementing the PSPS call strategy, as needed, to ensure elevated service with minimal wait times for
customers potentially affected by an active PSPS event customers. The PSPS Call strategy includes
maintaining full staffing across Contact Center Operations and training Credit and Billing reps to be able to
handle PSPS call types, and only accepting emergency-related calls (including calls related to downed
wires, gas leaks, outages and PSPS) when notifications are sent to over 100,000 customers for an active
PSPS event.”

2 Pg. 5-236 — 5-237
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¢ Notification content in each channel (phone, text email) is more personalized with more event-
specific information, which limits the need for the customer to obtain more event information
by visiting PG&E’s website or calling PG&E

e Links to resources available for access and functional needs (AFN) populations, separate
from Medical Baseline — this is also a key resource link on PG&E’s alert site;

e Automated voice calls will include information with up to three impacted locations?’;

o Medical Baseline customer notifications have improved instructions and options to
acknowledge notification receipt to prevent an in-person visit (referred to as “door knocks”);

e Email notifications were re-designed to highlight critical information, including added
street/address information, and estimated shutoff and restoration times from the initial contact

o Text messages have increased character counts from 160 to 320 characters to provide more
event information (see Figure 3 of changes to the text scripts, which are reflective of the types
of changes made to voice and email notifications, as well):

Figure 3. 2019 vs. 2020 Text Sample Notification for Comparison

2019 General Text Message 2020 General Text Message

(160 characters) (320 characters)

PG&E Safety Alert: Due to weather PG&E PSPS Outage Alert 11/21/20: Due to

forecast PG&E may turn off power weather PG&E may turn off power for safety at

on 9/17. More info: 1234 Mesa Avenue on 11/23/20. Estimated

pge.com/pspsupdates shutoff: 2pm-5pm. Estimated restoration:

— 11/25/20 by 3pm. Changes in weather can

affect shutoff and restoration time. More info:
pge.com/pspsupdates

4.7.1 Translation Approach for Customer Notifications

Beyond the improvements made to the customer notifications in English, PG&E is making
improvements to the translated notifications that are provided during PSPS events. This process
is iterative after just identifying the new additional languages described above. The following
describes PG&E’s translated automated notification customer experience for multiple channels
(phone, text and email):

o Automated Phone Calls: Currently, if the customer has Spanish set as their language
preference with PG&E, PG&E will provide the notification in Spanish. Customers without

27 In 2019, customers receiving an automated call were prompted to write down a pin number to visit a web
site for details. If they also received a text or email they could simply click to get the same details. Changes
are in currently in flight to this process. Automated call recipients will no longer be required to write down a
pin number and visit a web site unless the customer has more than three potentially impacted locations. In
addition, text and emails have been updated so that address, shutoff time and restoration time are
embedded in the communication directly with no need to click for more details.
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a language preference and/or if their language preference is set as anything other than
Spanish, the initial call will be in English, with a menu options to listen to the call in one of
seven different spoken languages: Spanish, Chinese (both Mandarin & Cantonese),
Vietnamese, Russian, Korean, or Tagalog. At the end of the notification delivered in
language, customers would have the option to transfer to PG&E’s language line services
in its call center if they are seeking more information.

Finally, if the call goes to voicemail, PG&E will leave an automated message. At the end
of the message, the customer will be provided the phone number to call and hear the
message in another language. If the customer calls the phone number provided, the
customer will be presented with an “In Language” menu, after reviewing the current list of
language provided they will be presented the option to select for all other languages which
will transfer the customer to a Call Center Representative to provide in language
assistance with the support of an interpreter.

Email: If the customer has Spanish set as their language preference, they will receive the
email notification in Spanish. Customers without a language preference and/or if their
language preference is set as anything other than Spanish, the email will be in English,
with the opportunity to click on the language icon at the top of the email to obtain updates
in Spanish, Chinese, Vietnamese, Russian, Korean, or Tagalog.

Text: If the customer has Spanish set as a preference, they will receive the text notification
in Spanish. If the customer has a preference set as anything other than Spanish, the text
will be in English, which points them to PG&E’s website that will be translated in Spanish,
Chinese, Viethnamese, Tagalog, Russian, or Korean.

Provided the six additional languages were added to the wildfire related including PSPS
communications requirements in PG&E’s territory, PG&E intends to make these six additional

languages available on the key web pages and PSPS emergency website by the end of Q3, in

addition to PG&E notifications.

Table 4 below clarifies the languages that will be available by PSPS notification channel, including

the website.
Table 4. PG&Es Notification Deployment Overview
Notification Original 6 Languages: Expanded List of
Channel Spanish, Chinese, Tagalog, Languages:
Vietnamese, Korean, Arabic, Punjabi, Farsi,
Russian Japanese, Khmer, Hmong
Text Q2 Q3
Email Q2 Q3
Automated Calls Q2 Q3
Web Q2 Q3

PG&E continues to explore further improvements to the translated customer notifications, such
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as prompting customers to update their language preference if they listened to the PSPS
notification by utilizing a language selection to listen to the notification.

4.7.2 PSPS Zip Code Alerts

PG&E provides opt-in alerts for non-PG&E account holders to sign up for pre-deenergization
notifications based on zip codes.?® Anyone could choose to sign up for PSPS Zip Code Alerts,
which is especially useful for tenants, caretakers, travelers, parents of school-age children and
other non-account holders. Once notified, these users would determine specific PSPS impact
locations on its address lookup tool available on the website. While PSPS Zip Code Alerts are not
translated, the alerts point customers to the PG&E website that is translated. PG&E is working
towards expanding zip code alerts to in-language options by Q3 2020.

4.7.3 Smart Phone SOS Alerts

PG&E is actively engaging with Google to explore new technologies to notify visiting customers
that are in the area and could be impacted by PSPS, yet may not be a customer of record who
receive direct notifications from PG&E. This technology includes sending push alerts, called SOS
Alerts?, to smart phones (both Androids and iOS devices) if the customer has the Google Search
App and their location tracking activated on their device. PG&E is actively exploring this
technology, which could include translations of useful phrases.

4.7.4 Door-to-Door Contact

As described in PG&E’s 2020-2022 Wildfire Mitigation Plan, PG&E provides “door-to-door”
contacts, referred to by PG&E as a “door knock,” for Medical Baseline customers®° that have not
confirmed receipt of their PSPS-event notification.®' Medical Baseline customers are provided
automated notifications throughout the event via phone, text and email that request a confirmation
of received notification. Additional notifications are made in an attempt to verify receipt of
notifications. This includes hourly notification retry attempts for those customers that have not
confirmed receipt of their notification, as well as “door knocks” if notifications were not previously
confirmed as received by the customer (e.g. by answering the phone or pressing any key to
confirm receipt). If during the door knock visit it is determined that translation support is needed,
PG&E representatives can utilize Language Line Services to assist with translations by either
utilizing the “Mobile Insight” app for video interpretation or by reaching an interpreter over the
phone for assistance, in order to effectively communicate the message to the customers.

If customers are not home when the door knock visit takes place, a door hanger is left at the
customers’ premise, which includes the tagline translations to contact PG&E for more information,
as well as the reference to contact the language line for all other languages.

28 For more information about PG&E Zip Code Alerts, visit www.pge.com/pspszipcodealerts

29 For more information about Google SOS Alerts, visit crisisresponse.google/products/sos-alerts

30 PG&E customers who are eligible for Medical Baseline tariffs receive an additional allotment of electricity
and/or gas per month. The tariffs are designed to assist residential customers who rely on gas or electric
service for life sustainability or mobility due to qualifying medical conditions.

31 Pg. 5-304 — 5-305
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4.8 Community Based Organization Engagement

PG&E will coordinate with Community Based Organizations (CBOs) that have existing
relationships and serve disadvantaged and/or hard to reach communities to conduct outreach to
customers proactively and/or communicate with customers to provide in-language / translated
education and/or PSPS event updates. CBOs have established relationships and will ensure
customers have a trusted channel to get the information that they need.

Currently, PG&E engages with over 200 CBOs to provide education and awareness information
to its customers. PG&E engages with these organizations in one or more of the following ways:

¢ Conducting bi-annual trainings with contractors that serve PG&E’s customers in the California
Alternate Rates for Energy (CARE) program, which includes information on relevant PG&E
programs, including the Community Wildfire Safety Program (CWSP) and Public Safety
Power Shutoff (PSPS), so they can assist with educating their clientele throughout the year;

e Offering the CBO Direct program that empowers non-profits with resources to assist in the
distribution of important safety messaging to their networks of customers in Tier 2 and Tier 3
areas;

e Providing Access for Functional Needs (AFN) organization-focused PSPS webinars;
¢ Providing in-person PSPS presentations at local events;
e Providing a PG&E exhibitor booth at events supporting AFN populations; and

e Providing CWSP / PSPS literature be shared through CBO communication channels and
Energy Services Assistance (ESA) contractor networks.

Furthermore, beyond the active CBO partnerships that PG&E maintains, PG&E also shares
communications with a more expansive list of CBOs during PSPS events, including e-mails with
links to PG&E’s PSPS information toolkit and/or provides one-to-one direct e-mail
communications. PG&E is also standing up a new role in the Emergency Operations Center to
serve as a CBO coordinator to ensure key CBO partners are provided with situational event
updates and access to PG&E personnel for in-event support.

4.8.1 Leveraging CBOs to Communicate with Customers in Indigenous Languages

In light of the additional requirements to communicate with customers that occupy significant roles
in California’s agricultural economy and speak indigenous languages, such as Mixteco and
Zapoteco,*> PG&E intends to serve these customers for its translated outreach and
communications through trusted CBO partnerships and multi-cultural media organizations.

For reference, PG&E currently offers a charity-based program, called the “CBO Direct Program.”
The intent of the CBO-Direct Program is to provide charitable resources to key community-based
organizations (CBOs) in Tier 2 and Tier 3 areas to support a comprehensive approach to
improving safety in these communities. The focus of the CBO-Direct program is to empower non-
profits with resources to assist in the distribution of important safety messaging to their networks

32 OP 1
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of customers in Tier 2 and Tier 3 areas. PG&E intends to leverage a similar approach for its
wildfire and PSPS-related outreach and engagement, however, will expand the effort through
established Memorandums of Understanding (MOUSs) and allocated funding as authorized in OP
21.

PG&E intends to provide CBOs with some flexibility in identifying the indigenous languages and
channels for translated communications based on the populations they serve. With consideration
to input received from the CBO engagement described in Section 2, CBOs have currently
suggested that they serve communities that speak the following indigenous languages: Mixteco,
Zapoteco, Triqui, Tlapaneco, Nahuatl, Chatino, Maya, Chinanteca.

PG&E will define clear roles and responsibility as it relates to the outreach and translation needed
before, during and after wildfires and PSPS events, and will prioritize collaboration with CBOs
that serve customers in Tier 2 and Tier 3 High Fire Threat Districts (HFTDs). Some CBOs may
best serve communities only for outreach and preparedness messages, while others may be able
to serve customers during PSPS events, including translated communications, such as through
the radio, phone trees, and more.

PG&E has recently connected with a few CBOs that have expressed interest in participation and
provided ideas of outreach tactics to utilize with indigenous communities prior to the 2020 wildfire
season. PG&E recognizes this engagement will be a new approach for implementing indigenous
community focused outreach and will launch the CBO-supported effort at a reasonable scale in
2020 (e.g. 2-5 CBO partnerships) to have the opportunity to learn best practices through
implementation and adjust as needed.

5 Wildfire and PSPS Communication Deployment Plan Before, During and After
an Event

To ensure safety of its communities, PG&E recognizes the importance of effectively informing
customers and the public to adequately prepare for and react to a wildfire (and a PSPS event)
given their gas and/or electric service may be impacted due to planned or unplanned outages.
PG&E will leverage the channels of communication described above to reach its customers, the
community and the greater public before, during and after a wildfire, as well as a PSPS event.

Depending on the communication channels utilized (e.g. informative webinars, website, direct
notifications, in-person door knocks, proactive news stories and media engagement, social media,
customer contact center, print materials, CBO support), PG&E will makes key information
available in the languages described above pursuant to the Commission’s definition of and
sources to determine language prevalence.

Below, Table 5 summarizes all of the outreach channels that will be used, the timing in which they
are leveraged (e.g. before, during, and/or after a wildfire and/or PSPS event), the audience that
receives the communications, and the progress PG&E has made or plans to achieve for
translations (also referenced above in Section 3).
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Table 5. PG&E Wildfire related (including PSPS) Communications Tactics, Timing of Implementation, Translation

Communication
Channel

Wildfire Safety
Webinars /
Recorded Videos

Customer
Notifications

Medical Baseline
Customer Door
Knocks

Timing of
Communication
Relative to
Wildfire/PSPS
Event
Before

During

During

Languages

English, Spanish,
Chinese, Korean,
Vietnamese,
Tagalog,
Russian,
Japanese, Arabic,
Punjabi, Farsi,
Khmer, Hmong
and American
Sign Language
(ASL)

English, Spanish,
Chinese, Korean,
Vietnamese,
Tagalog,
Russian,
Japanese, Arabic,
Punjabi, Farsi,
Khmer, Hmong

English, Spanish,
Chinese, Korean,
Vietnamese,
Tagalog,
Russian,
Japanese, Arabic,
Punjabi, Farsi,
Khmer, Hmong

& 250+
languages if
using language
lines services for
in-person
encounter

Approach, Audience and Progress

Audience

Public / All
Customers

Public / All
Potentially
Impacted

Customers

Medical
Baseline
Customers

Progress

¢ Webinars will be conducted
between April 29, 2020 and
August 5, 2020 with Spanish
and Chinese closed
captioning available for each
webinar.

¢ Recorded translated webinars
will be available in 12 written
languages and ASL by
summer 2020.

First 7 spoken languages for
direct to customer notifications
available in June with
reference to contact call
center for all other languages.

PSPS Zip Code alert signups
currently available and SOS
Alerts intend to be available in
June.

The new 6 languages based
on Decision intends to be
available in direct to customer
notifications prior to Q4, 2020.

Process complete and will be
used during events, including
translated door hanger, and
use of language line services
for in-person encounter with
translation needs.
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Communication
Channel

Webpage

Customer
Contact Center
Support

Social Media

Media
Engagement

Timing of
Communication
Relative to
Wildfire/PSPS
Event
Before, During

and After

Before, During,
After

Before, During,
After

Before, During,
After

Languages Audience

Public / All
Customers

English, Spanish,
Chinese, Korean,
Vietnamese,
Tagalog,
Russian,
Japanese, Arabic,
Punjabi, Farsi,
Khmer, Hmong

Over 250
languages
available

Public / All
Customers

Public / All
Customers

English, Spanish,
Chinese, Korean,
Vietnamese,
Tagalog,
Russian,
Japanese, Arabic,
Punjabi, Farsi,
Khmer, Hmong,
ASL

Multiple
Languages

Public / All
Customers

Progress

e Language translations have
been completed for key PSPS
and emergency web pages in
first 6 written languages:
English, Spanish, Chinese,
Tagalog, Vietnamese, Korean
and Russian.

e PG&E intends to have key
wildfire related and PSPS web
pages translated prior to Q4,
2020 in the six new languages
identified in this decision.

o PG&E will also update the
PSPS Address Lookup Map
with all 12 languages by Q3,
2020.

¢ PG&E’s customer contact
support already has the
capabilities to speak to and
provide the necessary
information in the required
languages.

¢ Progress is on-going;
Translated content will be
provided as available, such
as translated and ASL
videos, and reference to the
translated website.

¢ Press conferences provided
during PSPS events including
ASL interpreter

¢ Engaged throughout the year
and during PSPS events and
wildfires, including over 150
multi-cultural media outlets.

¢ Paid media and advertising
highlighting PG&E’s in-
language support for
customers available by Q4,
2020.
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Communication

Timing of
Communication

Relative to Languages Audience Progress
Channel Wildfire/PSPS
Event
Videos Before Multiple Public / All | e Exploring the creation of a
Languages Customers 15-30-minute video, and in-
language options, which will
provide a high-level PSPS
overview for the territory
before Q4, 2020,
Written Before English, Spanish, | All e Currently updating critical
Communications Chinese, Customers written communications, such
(Factsheets, Tagalog, as brochures, mailers, fact
flyers, brochures, Vietnamese, sheets and emails, with 2020
signage) Korean, Russian, updates in all 12 languages
Japanese, Arabic, prior to Q4, 2020.
Punjabi, Farsi ¢ Tagline-translations will re-
Khmer, Hmong direct customers to PG&E’s
call center for translation
services in over 200
languages prior to Q4, 2020.
Community Before, During, Multiple All e PG&E is in process of
Based After Languages, customers identifying and engaging
Organizations including CBOs that will assist with
Indigenous providing the necessary
Languages communication support within

6 Measuring Outreach Effectiveness

the indigenous community.
Initial deployment is planned
prior to Q4, 2020.

PG&E collects feedback from customers and the community to assess the effectiveness of their
outreach and identify barriers and areas for improvement. The feedback is collected both prior to
and after wildfire/PSPS events. In PG&E’s 2020-2022 Wildfire Mitigation Plan, PG&E describes
its approach for outreach assessment.33

In short, PG&E evaluates outreach effectiveness around wildfire safety and PSPS preparedness
through both qualitative and quantitative research. Examples of qualitative research include input
from CBOs or small groups of customers. Quantitative research involves representative surveys
that measure statistically significant progress over time. These include measures of message
awareness and recall, message understanding, and reported changes in behavior. Non-survey
quantitative measures include web-traffic, click-through rates of advertisements and conversion

33 Pg. 5-301 — 5-302
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rates / actions taken by customers as a result (e.g. attendance of a webinar, updates made to
contact information or adoption of various customer programs, such as Self Generation Incentive
Program (SGIP)).

As required by OP 16, PG&E will prepare, file and serve independent survey results by December
31, 2020 that assesses the effectiveness of the community outreach in 2020 described above.

7 Budget

As authorized by OP 21, to the extent that additional budgets for activities planned as an outcome
of decision are required, utilities may track costs in their existing Wildfire Mitigation memorandum
accounts. In accordance with OP 22, the following budget entails the annualized range of costs
associated with this plan, which are not already included in the costs allocated in PG&E’s 2020-
2022 Wildfire Mitigation plan.

The following are main additions that were not included in the 2020-2022 WMP: CBO contracts
to implement indigenous communications, translation services and technology implementation
costs associated with adding six additional languages to various channels, additional survey to
assess effectiveness of translated communications, customer database technology
improvements, paid advertising and associated employee resources.

PG&E is exploring the addition of new resources to manage the CBO engagement needs
refenced within this workplan. Similarly, to note this budget excludes any input related to the
Consumer Protections plan in alignment with R. 18-03-011 and/or budget previously submitted
for approval.

Table 6. Budget of Annualized Costs Assoclated with Activities of Decision 20-03-004

Activity Budget Range
Additional evaluation survey $75,000 - $150,000
Additional six languages for website & emergency site $350,000 - $600,000
Additional six languages for notifications $395,000 - $495,000
CBO indigenous language communication contracts $200,000 - $1,000,000
Customer databa;se technology adjustments to support $150,000 - $250,000
language expansion

Paid Media/Advertising $2,100,000 - $3,200,000
Two to three employee resources $400,000 - $600,000
Total $3,670,000 - $6,295,000
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Appendix 1 — Languages Available by PG&E’s Language Line Services

The 250+ languages listed below are currently available for translation services to customers
when contact PG&E'’s call center, including at least eight indigenous languages from parts of Latin
America: Akateko, K’iché, Mixteco, Napoletano, Quechua, Triqui, Tzotzil, Zapoteco. These
languages are bolded in Table 7 below.

Table 7. PG&E Call Center Translation Service Languages Available

Acholi Cebuano Fukienese llocano
Afar Chaldean Fulani Indonesian
Afrikaans Chamorro Fuzhou Inuktitut
Akan Chaochow Ga Italian
Akateko Chin Falam Gaddang Jakartanese
Albanian Chin Hakha Gaelic-Irish Jamaican Patois
Ambharic Chin Mara Gaelic-Scottish Japanese
Anuak Chin Matu Garre Jarai
Apache Chin Senthang Gen Javanese
Arabic Chin Tedim Georgian Jingpho
Armenian Chipewyan German Jinyu
Assyrian Chuukese German Penn. Dutch Juba Arabic
Azerbaijani Cree Gheg Jula

Bahasa Croatian Gokana Kaba
Bahdini Czech Greek Kamba
Bahnar Danish Gujarati Kam Muang
Bajuni Dari Gulay Kanjobal
Bambara Dewoin Gurani Kannada
Bantu Dinka Haitian Creole Karen
Barese Duala Hakka-China Kashmiri
Basque Dutch Hakka-Taiwan Kayah
Bassa Dzongkha Hassaniyya Kazakh
Belorussian Edo Hausa Kham
Bemba Ekegusii Hawaiian Khana
Benaadir Estonian Hebrew Khmer
Bengali Ewe Hiligaynon K’iché
Berber Farsi Hindi Kikuyu
Bosnian Fijian Hindko Kimiiru
Bravanese Fijian Hindi Hmong Koho
Bulgarian Finnish Hunanese Korean
Burmese Flemish Hungarian Krahn
Cantonese French Icelandic Krio
Catalan French Canadian Igbo Kunama
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Kurmanji
Kyrgyz
Laotian
Latvian

Liberian Pidgin English

Lingala
Lithuanian
Luba-Kasai
Luganda
Luo

Maay
Macedonian
Malay
Malayalam
Maltese
Mam
Mandarin
Mandinka
Maninka
Manobo
Marathi
Marka
Marshallese
Masalit
Mbay
Mien
Mirpuri
Mixteco
Mizo
Mnong
Mongolian

Moroccan Arabic
Mortlockese
Napoletano
Navajo
Nepali
Ngambay
Nigerian Pidgin
Norwegian
Nuer

Nupe
Nyanja
Nyoro
Ojibway
Oromo
Pampangan
Papiamento
Pashto
Plautdietsch
Pohnpeian
Polish
Portuguese

Portuguese Brazilian

Portuguese Cape
Verdean
Pugliese

Pulaar

Punjabi

Putian

Quechua
Quichua

Rade

Rakhine
Rohingya
Romanian
Rundi
Russian
Rwanda
Samoan
Sango
Seraiki
Serbian
Shanghainese
Shona
Sichuan Yi
Sicilian
Sinhala
Slovak
Slovene
Soga
Somali
Soninke
Sorani
Spanish
Sudanese Arabic
Sunda
Susu
Swahili
Swedish
Sylhetti
Tagalog
Taiwanese
Tajik

Tamil
Teluga
Thai
Tibetan
Tigré
Tigrigna
Toishanese
Tongan
Tooro
Triqui
Turkish
Turkmen
Tzotzil
Ukranian
Urdu
Uyghur
Uzbek
Viethamese
Visayan
Welsh
Wodaabe
Wolof
Yemeni Arabic
Yiddish
Yoruba
Yunnanese
Zapoteco
Zarma

Zo

Zyphe
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Appendix 2 — Twelve Month Summary of PG&E Translation Services Used by

Customers

The following table summarizes the language-specific translation services used by customers
when contacting PG&E’s contact centers over the course of twelve months (from April 2019 to

March 2020). Eighty languages were utilized out of the over 200 languages available in PG&E’s

Table 8. PG&E Call Center Translation Services Used Between April 2019 — March 2020

call center.
Language Total Call
Volume

SPANISH3* 699,734
CANTONESE 11,979
MANDARIN 8,618
VIETNAMESE 5,090
PUNJABI 1,303
RUSSIAN 1,157
KOREAN 801
PORTUGUESE 751
ARABIC 583
FARSI 494
HMONG 435
JAPANESE 326
TAGALOG 257
CAMBODIAN 227
HINDI 174
DARI 150
LAOTIAN 121
ROMANIAN 112
ARMENIAN 105
THAI 63
PASHTO 57
TOISHANESE 54
FRENCH 53
AMHARIC 48
TIGRINYA 47
MONGOLIAN 41
URDU 38

Language Total Call
Volume

UKRAINIAN 38
BURMESE 35
Portuguese Br. 33
TURKISH 32
NEPALI 25
ITALIAN 25
MIXTECO 21
GREEK 19
MIEN 18
TELUGU 13
ASSYRIAN 11
BOSNIAN 11
INDONESIAN 11
MAM 11
GUJARATI 10
POLISH 10
CROATIAN 9
HEBREW 8
BENGALI 8
TONGAN 8
BULGARIAN 6
HAITIAN CREOLE 6
TIBETAN 5
GEORGIAN 4
GERMAN 4
SUDANESE ARABIC 4
FUZHOU 3

Language

MALAYALAM
MARSHALLESE
UZBEK

CZECH
HUNGARIAN
KANJOBAL
KAREN
MALAY
SAMOAN
SWEDISH
TAIWANESE
Yemeni Arabic
AKAN
ALBANIAN
CEBUANO
FULANI
ILOCANO
LINGALA
MAAY
OROMO
Portug. Creole
SINHALESE
SOMALI

TAJIK

TAMIL
YORUBA

34 Includes PG&E call center staff and Language Line Service Vendor translations

Total Call
Volume
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Appendix 3 — List of Multi-Cultural Media Organizations

The following table is a list of multi-cultural news organizations with whom PG&E engages before,
during and after a wildfire and/or PSPS event.

Table 9. Multi-Cultural News Organizations with Whom PG&FE Engages

ABS-CBN International
Accion Noticiera Telemundo
Alianza Metropolitana
Alianza News

APA News & Review
Asiance Magazine

Azteca America San Francisco
Bakersfield News Observer
Bilingual Weekly

Cali Today

California Advocate
California Black Media
China Daily

China News Service
China Radio International
Chinese Radio Inc.
d'primera mano

El Bohemio

El Latino

El Observador

El Popular

El Sol

El Sol Azteca

El Sol Oaxaqueno

ETTV

FilAm Star

Fronteras

Fuji News Network
Fusion Latina

Goldenlink Radio
Hispano Times

Hmong Community Radio
Hmong TV Network
Hmong TV USA

Hokubei Mainichi

Hyphen Magazine

India Post

India West

Indian Life & Style
In-language Radio
Inquirer.net

KABE Univision

KBBF Radio

KBFP 105.3FM La Preciosa
KBIF 900 AM/KIRV 1510 AM
KBTV-Crossing TV

KBYN Radio

KCNS 38

KCNS 38, Que Hong Media TV
KDEE 97.7.FM

KDTV Univision

KEST-Sino Radio

KFSO 92.9 FM La Preciosa
KFTV Univision

KGBR Radio

KGTE Telemundo 17.3

KIDI La Buena 105.1 FM & KTAP
1600 AM
KION Telemundo

KJOR La Mejor 104.1FM

KLBN Lotus Fresno

KLIB Radio TNT

KMJE/KVMX Radio

KMSG Azteca TV

KMTP 32

Korean Broadcast System
Korean-American Radio AM 1420
KPMR Univision

KRON4.2-Skylink TV
KRZZ La Raza 93.3FM
KSCO Telemundo
KSJX AM 1500

KSMS Univision
(Monterey/Salinas)
KSQQ Vietnamese FM

KSRT Radio Lazer Broadcasting
107.1FM
Kstati

KSTS Telemundo

KSTV 32 Azteca America
KTNC Tu Vision

KTRB ESPN Deportes 860AM SF
KTSF 26

KUVS Univision

KVVN Binh Minh Radio
KVVN Saigon Radio
KVVN Vietnamese Radio San Jose
KXTS Exitos 98.7 FM

La Opinion

La Opinion de la Bahia
La Opinion Los Angeles
La Voz

Latino Times

New Tang Dynasty TV
News for Chinese

News for Chinese Radio
Nha Magazine

NHK Japan Broadcast
Nichi Bei Weekly

Nikkei West

Philippine News Today
Phoenix TV
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Phu Nu Cali Magazine

Pinoi TV

Que Huong Media Radio AM
1200

Radio Bilingue

Radio Jose 97.1 FM

Radio Jose KSES 107.1 FM
Radio Jose KXSE 104.3 FM
Radio KlQl 1010 y 990 AM
Radio Latino KLMG 97.9

Radio Merced (Radio Lobo KLOQ
98.7 FM & Magia 106.3 FM)
Russian America Media

Sacramento Observer
San Francisco Bay View
San Francisco World TV

Santa Maria Times en Espanol
(online)
Sing Tao Chinese Radio

Sing Tao Daily

South Korean Public TV
Sun Reporter

Te lo Cuento News
Telemundo - Dallas
Thang Mo Weekly Magazine
The Asian Journal

The China Press

The Epoch Times

The HUB Magazine
The Korea Daily

The Korea Times

The Post

The San Bernardino American
News
The Viet Tribune

The Viet Tribune

Thoi Bao Daily News

Tokyo Broadcasting System
Tri County Sentry

TVB

Univision Nevada
Univision Radio Fresno

V Times

Vida en el Valle - Fresno
Vida en el Valle - Modesto
Vida en el Valle - Sacramento
Viet News Weekly

Viet Weekly

Vietnam Daily News
Vietnam Radio AM 1430
Vision Hispana

Vision Magazine

Voz 1010 am

Westside Story News
Wolfhouse Radio Group
World Journal

Xinhua News Agency
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Appendix 4 — Fully Translated Collateral Examples: CWSP, PSPS & Medical
Baseline Fact Sheet
The following fact sheets shown in Figures 4 — 6 are examples of critical documents that PG&E

will translate in the 12 languages determined as prevalent in PG&E’s territory as described in
Section 2.

Community Wildfire Safety Program

lisit pge.com/wildfiresafety f

Do you have a plan to stay safe during res?

The Ihreat ol extreme weather and wildfires continues b grow. Belaw are some steps b help keep you,
your family and your home safe.
Prepare & practice a plan to make Updale your contact
sLre everyone in your home knows what infarmation sy vestng

ta do during an emergency pge.com/mywildfirealerts
. Maintain defensible space sourd Build or restock your amergency kit
your home by regulacty fAmriing bushe: I Il wath sipplies ba 1321 a week and plan for
With the increased wildfire threat our state faces, PG&E is enhancing and expanding our efforts to " ardlrmes, Vislt readyferwildfire.org for medicalions that n=cd relfrigeraticn or
reduce wildfire risks and keep our s and T miore §ips and infarmatian. medical devices thal requine power,

High temperatures, extreme dryness and

COMMUNITY WILDFIRE SAFETY PROGRAM BY THE NUMBERS

50“/0 o ROBES arcley record-high winds have created conditions in

: FGAE's 2077 scharzements and 2020 targets lor addtional enhancements
:r;:_“: 4 hl .hmhlgh our state where any spark at the wrong time e e AR N ey
and place can lead to a major wildfire. . 2019 COMPLETE 2070 TARGET
System Hardening
Installivg sranger oles, covered ez I 24T e
Dur Community Wildfire Safety Program includes short-, medium- and long-term plans lo make ardfor targeted nterground ng " a01pimgEa ToTal: £7 2 Lne wers
our system safer. Steps we are taking this year include: —
Enhanced Vegetation 201% COMPLETE 2070 TARGET
o Management 2,498 e wiLEs 1,800 unesLes:
nspeching, pruning and remanng vegetatan | 20192020 ToTAL: £, 298 Lve wiLes
2017 COMPLETE 20 TARGET
High-Definition Cameras
(mpeoing ralime maritoring o higherizk 133 caneens 200 cmas
nreas and condtees & ey ToTAL- 33 caumus
ing Situational di he Impact
Awareness of PSPS Events VLAl ZYRARKET
Weather Stations 424 stniows 400 stanons
ing our i B i it weather Reducing the number of Providing more précise weakher lorecasts » o bl
with stronger pales, covered stations Lo more precisely customers affected by a PSPS e Tarall 824
puwer lines and largeted predict the need for and end event by nearly one-third as fhrved
undergrounding of Public Safety Power Shutofl compared to last year G bl g i
Meeting and exceeding state IPSFS) events Cutting res