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September 9, 2019 
 
  
Advice 4139-G/5630-E 
(Pacific Gas and Electric Company ID U 39 M) 

 
 
Public Utilities Commission of the State of California 
 
Subject: PG&E’s Emergency Disaster Relief Consumer Protections Language 

Requirements Plan 
 
Purpose 
 
In compliance with Decision (D.) 19-07-015 Ordering Paragraph (OP) 8, Pacific Gas and 
Electric Company (PG&E) outlines its Emergency Consumer Protection Customer 
Outreach Plan for the following languages:  Spanish, Chinese, Tagalog, Vietnamese, as 
well as Korean and Russian where those languages are prevalent within the utilities’ 
service territories.  
 
Background 
 
On July 11, 2019, the California Public Utilities Commission (CPUC or Commission) 
issued a Final Decision Adopting an Emergency Disaster Relief Program for Electric, 
Natural Gas, Water and Sewer Utility Customers (D.19-07-015). The Commission directs 
that PG&E’s customer outreach plan must communicate with customers about its 
emergency customer protections before, during and after a disaster is declared in the 
following languages: English, Spanish, Chinese, Tagalog, and Vietnamese as well as 
Korean and Russian where those languages are prevalent within the utilities’ service 
territories.  
 
Before, during, and after natural disaster events, PG&E will continue its ongoing efforts 
to keep customers informed of the support available. Each natural disaster will include a 
variety of outreach tactics including, among others; community outreach, website, letters, 
factsheets and handouts, proactive news stories, social media, and customer contact 
center support. Information will be provided in different languages depending upon the 
impacted populations and the language prevalence in the area. The languages that PG&E 
will use include English, Spanish, Chinese, Tagalog, Vietnamese, as well as Korean and 
Russian where those languages are prevalent within PG&E’s service territory. Below is a 
detailed communications plan covering the overall strategy and potential tactics to be 
used before, during and after a declared disaster to further PG&E’s existing 
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communications with customers and make them more accessible for non-English 
speakers. In Appendix A, PG&E defines “language prevalence,” which will be used for 
determining when certain communication tactics are translated.  
 
Before, during, and after a disaster, PG&E’s call center will be available to all customers 
to answer questions in all the languages outlined above regarding consumer protections 
and the support we provide. Customers will also be able to access this same information 
anytime on our webpage at pge.com/consumer-protections. The web content 
translations have been completed for Spanish, Chinese, Tagalog, Vietnamese, Korean 
and Russian. This content is being reviewed and will be posted online once the review is 
complete (see Appendix B for the webpage content).    
 
Public Outreach Before a Natural Disaster 
PG&E will continue to communicate to customers and other stakeholders about efforts to 
prevent, prepare for, and respond to a natural disaster, as well as safety measures 
customers can take to help further reduce the risk of a natural disaster that might impact 
their homes, businesses, families, employees or communities.  
 
As part of PG&E’s efforts to ensure customers have continuous access to the benefits 
available to them, customers are encouraged to visit pge.com/consumer-protections 
to learn more about the support PG&E provides. PG&E has translated the content on this 
website into the above noted languages which will be posted online once the review is 
complete. In addition to the website, all customers will have in-language access to general 
information regarding their consumer protections through PG&E’s call center support.  
 
Public Outreach During a Natural Disaster  
During a natural disaster, PG&E conducts public outreach in a variety of ways. Any time 
a natural disaster is declared by the California Governor’s Office or the President of the 
United States, PG&E will adopt the emergency disaster relief protections and apply them 
to eligible customers in the affected areas. Customer eligibility for the Emergency 
Consumer Protection Plan was defined in Advice 4014-G/5378-E. PG&E will partner with 
fire, emergency services and county representatives to verify premises that are 
“impacted” by the disaster and flag them as either “impacted” or red-tagged”. PG&E flags 
“impacted” customers within 2 miles of the disaster-impacted perimeter area as 
designated by CAL FIRE or Cal-OES or other governmental agencies. An account may 
carry a “red-tagged” flag because the premise has been deemed dangerous or unfit for 
human habitation by a government agency, and/or because PG&E’s infrastructure was 
damaged beyond short term restoration capabilities by the disaster, both resulting in the 
premise being unserviceable.  
 
Pursuant to the Commission’s decision, PG&E will address each natural disaster and 
ensure the outreach conducted for customers clearly communicates its emergency 
customer protections. Depending on the communication channels utilized, such as our 
website, letters, proactive news stories, social media, customer contact center, factsheets 

https://www.pge.com/en_US/safety/emergency-preparedness/natural-disaster/wildfires/consumer-protection.page?WT.mc_id=Vanity_consumer-protections
https://www.pge.com/en_US/safety/emergency-preparedness/natural-disaster/wildfires/consumer-protection.page?WT.mc_id=Vanity_consumer-protections
https://www.pge.com/en_US/safety/emergency-preparedness/natural-disaster/wildfires/consumer-protection.page?WT.mc_id=Vanity_consumer-protections
https://www.pge.com/en_US/safety/emergency-preparedness/natural-disaster/wildfires/consumer-protection.page?WT.mc_id=Vanity_consumer-protections
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and handouts, PG&E will ensure the materials produced are available in the languages 
outlined by the Commission.  
 
In addition, customers impacted by the declared disaster who are flagged as a “red-
tagged”1  customer will receive a notice from PG&E to help raise awareness of the 
customer protections that will be available to them (see Appendix C for the current notice 
sent to customers). The notice will also include information on how to access information 
in Spanish, Chinese, Tagalog, Vietnamese, Korean and Russian to ensure customers are 
provided with in-language support if their language preference is not English.  
 
Public Outreach After a Natural Disaster  
Once a natural disaster is fully contained, on-going communications efforts with 
customers will continue to ensure they have the most updated information about PG&E’s 
response and rebuild and recovery efforts.  
 
PG&E will communicate with customers about safety and response efforts through a 
variety of channels, such as our website, letters, proactive news stories, social media, 
customer contact center, factsheets and handouts. The materials produced will be 
available in the languages outlined by the Commission.  
 
Ongoing Outreach Outside a Natural Disaster  
PG&E will customize the outreach plan per natural disaster depending on the 
geographical area impacted, the demographics of the affected areas and the type of 
services provided. All customers will have access to general information regarding their 
consumer protections through PG&E’s webpage and call center support. Additional 
materials created per disaster will ensure the new language requirements are applied as 
needed.  
 
Detailed Communication Tactics and Translation Approach  
 
Table 1. PG&E Consumer Protections Communications Tactics and Translation Approach 

Communication 
Channel 

Languages  Description  Audience  Progress 

Consumer 
Protections 
Webpage   

English, Spanish, 
Chinese, Tagalog, 
Vietnamese. 
Korean and 
Russian  

PG&E provides detailed 
information about the 
support available to 
customers who have been 
directly impacted by a 
natural disaster.  

All 
customers  

English webpage in 
market. Spanish and 
Chinese translations 
have been completed 
and reviewed. The 
other languages are 
being reviewed and 
will be posted once 
complete.  

                                            
1 Red-tagged customers have homes or businesses that are unserviceable because of the 

disaster.  
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Consumer 
Protections 
Notice 

English, Spanish, 
Chinese, Tagalog, 
and Vietnamese, 
Korean and 
Russian 

Customers impacted by a 
natural disaster who are 
flagged as a “red-tagged” 
will receive a notice 
informing them of their 
consumer protections.  

Impacted 
customers   

English letter template 
already developed for 
use during a disaster. 
Translated summaries 
into required 
languages in 
progress.  

Customer 
Contact Center 
Consumer 
Protections 
Support  

English, Spanish, 
Chinese, Tagalog, 
Vietnamese, 
Korean and 
Russian 

Customers can call the 
contact center to speak 
directly with a 
representative who can 
then provide in-language 
support and share 
important information 
regarding consumer 
protections. In addition, on 
a case by case basis 
PG&E may do live 
outbound calls informing 
customers of the 
consumer protections 
available to them.  

All 
customers  

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

Social media  English, Spanish, 
Chinese, Tagalog, 
and Vietnamese. 
 
Only if prevalent: 
Korean and 
Russian  

Impacted customers may 
see a social media post on 
either Facebook or Twitter 
with an infographic 
directing customers to 
PG&E’s consumer 
protections website.  

Impacted 
area 

Infographic would 
translate “learn more” 
in the identified 
languages and re-
direct customers to 
PG&E’s webpage to 
see the information in 
the language of their 
choice.  

Factsheets, 
flyers, 
brochures, 
signage  

English, Spanish, 
Chinese, Tagalog, 
and Vietnamese. 
 
Only if prevalent: 
Korean and 
Russian 

Collateral efforts and the 
use of these materials will 
vary by disaster. However, 
any material and collateral 
created for these 
emergency customer 
protections will be 
available in the identified 
languages.  

Impacted 
area  

General disaster 
templates will be 
updated to meet the 
new language 
requirements. 
Process would be put 
in place to ensure 
translations are 
included in the 
development of new 
materials. 

 
 
This submittal would not increase any current rate or charge, cause the withdrawal of 
service, or conflict with any rate schedule or rule. 
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Protests 
 
Anyone wishing to protest this submittal may do so by letter sent via U.S. mail, facsimile 
or E-mail, no later than September 30, 2019, which is 21 days2 after the date of this 
submittal.  Protests must be submitted to: 
 

CPUC Energy Division 
ED Tariff Unit 
505 Van Ness Avenue, 4th Floor 
San Francisco, California 94102 
 
Facsimile: (415) 703-2200 
E-mail: EDTariffUnit@cpuc.ca.gov 

 
Copies of protests also should be mailed to the attention of the Director, Energy Division, 
Room 4004, at the address shown above. 
 
The protest shall also be sent to PG&E either via E-mail or U.S. mail (and by facsimile, if 
possible) at the address shown below on the same date it is mailed or delivered to the 
Commission:  
 

Erik Jacobson 
Director, Regulatory Relations 
c/o Megan Lawson 
Pacific Gas and Electric Company 
77 Beale Street, Mail Code B13U 
P.O. Box 770000 
San Francisco, California 94177 
 
Facsimile: (415) 973-3582 
E-mail: PGETariffs@pge.com 

 
Any person (including individuals, groups, or organizations) may protest or respond to an 
advice letter (General Order 96-B, Section 7.4).  The protest shall contain the following 
information: specification of the advice letter protested; grounds for the protest; supporting 
factual information or legal argument; name, telephone number, postal address, and 
(where appropriate) e-mail address of the protestant; and statement that the protest was 
sent to the utility no later than the day on which the protest was submitted to the reviewing 
Industry Division (General Order 96-B, Section 3.11). 
 
 

                                            
2 The 20-day protest period concludes on a weekend, therefore, PG&E is moving this date to the 

following business day. 
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Effective Date 
 
Pursuant to General Order (GO) 96-B, Rule 5.1, (and OP 8 of D.19-07-015), this advice 
letter is submitted with a Tier 1 designation. PG&E requests that this Tier 1 advice 
submittal become effective upon date of submittal, which is September 9, 2019. 
 
Notice 
 
In accordance with General Order 96-B, Section IV, a copy of this advice letter is being 
sent electronically and via U.S. mail to parties shown on the attached list (and the parties 
on the service list for R. 18-03-011). Address changes to the General Order 96-B service 
list should be directed to PG&E at email address PGETariffs@pge.com. For changes to 
any other service list, please contact the Commission’s Process Office at (415) 703-2021 
or at Process_Office@cpuc.ca.gov.  Send all electronic approvals to 
PGETariffs@pge.com. Advice letter submittals can also be accessed electronically at: 
http://www.pge.com/tariffs/. 
 
 
  /S/    
Erik Jacobson 
Director, Regulatory Relations 
 
Attachments 
Attachment A – Defining language prevalence within the service territory 
Attachment B – Consumer Protections webpage  
Attachment C – Consumer Protections letter  
Attachment D – Sample Rebuilding After a Wildfire Brochure 
Attachment E – Sample Rebuild Resource Handout  
Attachment F – Call center language report  
 
cc: Service List R.18-03-011 
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Attachment A  
Defining language prevalence within the service territory 
 
Factors to determine if a language is prevalent within our service area 
PG&E plans to leverage the same approach to determine language prevalence as used 
by PG&E in the Public Safety Power Shutdown (PSPS) Rulemaking (R. 18-12-005), 
which follows the Language Minority Voting Rights Act. Under this Act, a minority 
language group is prevalent if: the population of the group is more than 10,000 within a 
county or is more than 5 percent of the total county population.  
 
As such, a language will be defined as “prevalent” based on the followings:  

1. If the in-language population is more than 10,000 within a county, OR 
2. If the in-language population is more than five percent of the total county 

population  
 
Implications: 

• Under this rule, PG&E will ONLY provide communications in Korean if a declared 
disaster takes place in the following counties: Alameda, San Francisco, Santa Clara1  

• Under this rule, PG&E will ONLY provide communications in Russian if a declared 
disaster takes place in the following counties: San Francisco, Sacramento2 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
                                            
1 The Counties were identified using the 2017 American Community Survey by Census 
 
2 The counties were identified using the 2017 American Community Survey by Census  
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Attachment B 
 

Consumer Protections webpage 



   
 
 
Attachment B  
Consumer Protections webpage - www.pge.com/consumer-protections 
 

 

http://www.pge.com/consumer-protections
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Attachment C 
 

Consumer Protections letter 



   
 
 
Attachment C  
Consumer Protections letter3   
 

                                            
3 Attached is the current notice sent to customers. Translated summaries are complete and will be 
added once their review is complete. PG&E is also exploring the option to send this notice as email in 
the future.  



   
 
 

 



   
 
 

 
Si necesita ayuda en español para entender este importante mensaje, llame al 1-877-660-6789.  

如果您需要中文帮助以了解这一重要信息，请致电 1-800-893-9555. 

Nếu bạn cần trợ giúp bằng tiếng Việt để hiểu thông điệp quan trọng này, vui lòng gọi 1-800-298-8438. 

Kung kailangan ninyo ng tulong sa Tagalog upang maunawaan itong mahalagang mensahe, mangyaring tumawag 

sa 1-877-660-6789. 

이 중요한 메시지를 이해하기 위해 한국어로 도움이 필요하시면 1-800-743-6589로 전화해 주십시오. 

Если вам нужна помощь переводчика чтобы понять это важное сообщение на русском языке, пожалуйста 
позвоните по номеру 1-877-660-6789. 
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Attachment D 
 

Sample Rebuilding After a Wildfire Brochure 



   
 
 
 
 
Attachment D  
Sample Rebuilding After a Wildfire Brochure 
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Attachment E 
 

Sample Rebuild Resource Handout 



   
 
 
Attachment E  
Sample Rebuild Resource Handout  
 

 



   
 
 

 



Advice 4139-G/5630-E 
September 9, 2019 
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Call center language report 



   
 
 
Attachment F  
Call Center May 2019 Language report 
Total CSR Call Volume May 2019 515,628 

   
Language Calls Pct% 

SPANISH (PGE Agents) 43,725 8.48% 
SPANISH (Language Vendor) 3,107 0.60% 
CANTONESE 1,226 0.24% 
MANDARIN 837 0.16% 
VIETNAMESE 528 0.10% 
RUSSIAN 130 0.03% 
PUNJABI 110 0.02% 
KOREAN 79 0.02% 
PORTUGUESE 69 0.01% 
ARABIC 58 0.01% 
HMONG 46 0.01% 
JAPANESE 40 0.01% 
FARSI 33 0.01% 
TAGALOG 28 0.01% 
CAMBODIAN 26 0.01% 
ROMANIAN 23 0.00% 
DARI 14 0.00% 
HINDI 16 0.00% 
LAOTIAN 13 0.00% 
AMHARIC 8 0.00% 
NEPALI 5 0.00% 
MONGOLIAN 5 0.00% 
THAI 7 0.00% 
GREEK 4 0.00% 
TELUGU 4 0.00% 
URDU 3 0.00% 
TOISHANESE 4 0.00% 
MIEN 4 0.00% 
HEBREW 2 0.00% 
ARMENIAN 8 0.00% 
TURKISH 4 0.00% 
Portuguese Br. 5 0.00% 
UKRAINIAN 2 0.00% 
FRENCH 4 0.00% 



   
 
 
TIGRINYA 2 0.00% 
GUJARATI 2 0.00% 
PASHTO 3 0.00% 
MIXTECO 1 0.00% 
CROATIAN 1 0.00% 
POLISH 1 0.00% 
GEORGIAN 1 0.00% 
CZECH 1 0.00% 
BENGALI 1 0.00% 
BURMESE 1 0.00% 
ASSYRIAN 1 0.00% 
TONGAN 1 0.00% 
BOSNIAN 1 0.00% 

TOTAL 6,469 1.25% 

   
* - Language Line Services (LLS) is the PGE Vendor 
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Advice Submittal List 
General Order 96-B, Section IV 

Pioneer Community Energy 
Praxair 

Redwood Coast Energy Authority
Regulatory & Cogeneration Service, Inc. 
SCD Energy Solutions 

SCE 
SDG&E and SoCalGas 

SPURR 
San Francisco Water Power and Sewer 
Seattle City Light  
Sempra Utilities 
Southern California Edison Company 
Southern California Gas Company 
Spark Energy 
Sun Light & Power 
Sunshine Design 
Tecogen, Inc. 
TerraVerde Renewable Partners 
Tiger Natural Gas, Inc. 

TransCanada 
Troutman Sanders LLP 
Utility Cost Management 
Utility Power Solutions 
Utility Specialists 

Verizon 
Water and Energy Consulting Wellhead 
Electric Company 
Western Manufactured Housing 
Communities Association (WMA) 
Yep Energy 

AT&T 
Albion Power Company 
Alcantar & Kahl LLP 

Alta Power Group, LLC
Anderson & Poole 

Atlas ReFuel 
BART 

Barkovich & Yap, Inc. 
P.C. CalCom Solar
California Cotton Ginners & Growers Assn
California Energy Commission
California Public Utilities Commission
California State Association of Counties
Calpine

Cameron-Daniel, P.C.
Casner, Steve
Cenergy Power
Center for Biological Diversity
City of Palo Alto

City of San Jose 
Clean Power Research 
Coast Economic Consulting 
Commercial Energy 
County of Tehama - Department of Public 
Works 
Crossborder Energy 
Crown Road Energy, LLC 
Davis Wright Tremaine LLP 
Day Carter Murphy 

Dept of General Services 
Don Pickett & Associates, Inc.
Douglass & Liddell 

Downey & Brand 
East Bay Community Energy
Ellison Schneider & Harris LLP 
Energy Management Service

Engineers and Scientists of California
Evaluation + Strategy for Social 
Innovation 
GenOn Energy, Inc. 
Goodin, MacBride, Squeri, Schlotz & 
Ritchie 
Green Charge Networks 
Green Power Institute 
Hanna & Morton 
ICF 

International Power Technology 
Intestate Gas Services, Inc. 
Kelly Group 
Ken Bohn Consulting 
Keyes & Fox LLP 
Leviton Manufacturing Co., Inc. Linde 
Los Angeles County Integrated Waste 
Management Task Force 
Los Angeles Dept of Water & Power 
MRW & Associates 
Manatt Phelps Phillips 
Marin Energy Authority 
McKenzie & Associates 

Modesto Irrigation District 
Morgan Stanley 
NLine Energy, Inc. 
NRG Solar 

Office of Ratepayer Advocates 
OnGrid Solar
Pacific Gas and Electric Company 
Peninsula Clean Energy


