
Helping customers prepare for severe weather 
is vital for all utilities, including Pepco Holdings, 
Inc. (PHI) and its subsidiaries Atlantic City 
Electric, Delmarva Power and Pepco. Our 
campaign for PHI’s Emergency Restoration 
Improvement Project (ERIP) built upon previous 
communications and enlisted powerful new 
tactics to help keep customers connected to 
the information they need – before, during and 
after storms strike.

The campaign generated nearly 200,000 
clicks, while helping customers prepare 
for severe weather and learn more about 
what it takes to restore power in the 
wake of storm damage.

THE CREATIVE APPROACH

To help differentiate urgent ERIP 
communications from other materials from the 
same company, materials featured a signature 
orange color. Content was kept minimal to 
ensure clear communication on small screens, 
and “help is here” and “stay connected” 
messaging spoke directly to customers. 
The reassuring, “no nonsense” tone was 
also featured in materials placed on weather 
websites, news sponsorships and video 
screen crawls and supported by dedicated 
landing pages featuring storm-related content. 
A “how to” instructional video on building 
an emergency storm kit was developed for 
strategic use on PHI’s social platforms.
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Emergency Restoration Improvement Project

Preparing Customers to “Weather the Storm”

Sector:  Public utility – energy delivery

Elements:   Digital media, print advertising, dedicated landing pages 
with educational reference material, video, strategic media 
placement

“Prep” ads before storms reached web and mobile 
users, with content in English or Spanish. 

Prep Web Ads – Pepco and Delmarva Power English/Spanish Versions

Trigger Web Ads – Pepco and Delmarva Power Versions

Prep Mobile Ads – Pepco and Delmarva Power English/Spanish Versions

Trigger Mobile Ad – Pepco and Delmarva Power Versions

Prep Web Ads – Pepco and Delmarva Power English/Spanish Versions

Trigger Web Ads – Pepco and Delmarva Power Versions

Prep Mobile Ads – Pepco and Delmarva Power English/Spanish Versions

Trigger Mobile Ad – Pepco and Delmarva Power Versions

Prep Web Ads – Pepco and Delmarva Power English/Spanish Versions

Trigger Web Ads – Pepco and Delmarva Power Versions

Prep Mobile Ads – Pepco and Delmarva Power English/Spanish Versions

Trigger Mobile Ad – Pepco and Delmarva Power Versions

“Trigger” web and mobile 
ads during storms provided 
outage updates.

http://creativeco-op.com/
https://creativeco-op.com/portfolio_page/atlantic-city-electric-emergency-kit/


11 Court Street • Exeter, NH 03833 • 603.658.1600 • creativeco-op.com 
Follow us on social: creativecoopnow    creativecoopnow    creativeco-op

RESULTS

n    The campaign generated 198,490 combined 
clicks and a .36 click-through ratio (CTR) – fully  
six times better than the average CTR reported  
by Doubleclick/Google

n    Studies showed an increase in customer 
satisfaction ranging from 7 to 12 points for PHI 
subsidiaries over the previous quarter, with a 4 to 
6 point reduction in customer dissatisfaction 

n    Consumer perceptions that subsidiaries were 
“restoring power in a timely manner” increased  
by 8 to 12 points compared to the prior year  

M O B I L E  &  W E B

WHEN WILL POWER BE RESTORED? 
We understand that it’s important for you to know when 

your power will be restored. A comprehensive, ongoing 

damage assessment process helps us provide you with 

increasingly precise information.
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Interactive outage maps like this one can be accessed 

through our website or our mobile app.

Our Power Restoration Process
When power goes out, our restoration process 

begins as soon as conditions are safe for our 

professionals. We are committed to resolving 

outages as quickly as possible and technology is 

helping us do it faster than ever before. Here is  

the order our restoration process follows.

1.   Downed live wires or potentially life-

threatening situations and public health  

and safety facilities without power

2.  Transmission lines serving thousands of customers

3.  Substation equipment that affects widespread area

4.   Main distribution lines serving large numbers of 

customers

5.  Secondary lines serving neighborhoods

6.  Service lines to individual homes and businesses
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5WHEN A STORM STRIKES

Staying safe during a storm should be your top priority. 

Here are some ways to stay safe when a storm hits: 

n Locate your emergency storm kit

n Tune in to local news broadcasts

n Never go near downed wires and always stay clear 

of working crews

n Avoid wet and flooded areas as electricity and 

water are a dangerous combination

If Power Goes Out
n Unplug or turn off most lamps, TVs and appliances 

n Keep refrigerator and freezer doors closed

n In summer, close shades or curtains to keep  

rooms cooler

n In winter, let the sun warm rooms and close 

shades at night to keep warmth in

n Be safe around candles and open flames

n If you are operating a generator, make sure that 

you follow all safety guidelines

Staying Connected
There are several ways you can get information 

during a storm. You can also use the following 

resources to report outages and downed wires.
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PHONE: Call 1-877-PEPCO-62 (1-877-737-2662) to 

report your outage. Please request a call back so we can 

verify if individual or small groups of outages still exist. 

ONLINE: Go to pepco.com and click “Outage Center,” 

then enter your account information so you can:

n Report an outage quickly and get the latest news

n Access outage maps of your area 

n Get estimates for when power will be restored

n Find important contact information 

MOBILE DEVICES: Our free Pepco Self-Service 

app lets you get the latest news, report an 

outage, access outage maps of your area, call  

us directly and get estimates for when power will 

be restored – all on your smartphone or tablet. 

Visit pepco.com/mobileapp or your app store to 

download our mobile app today.   

Outage Center  
at pepco.comInteractive outage maps 

on our mobile app

o Fill your bathtub with water if your water 

supply depends on electricity

o Make sure cell phones are charged

o Protect and unplug electronic equipment

o Ensure your Pepco contact information is 

up to date, by calling 202-833-7500

o If needed, register for our Emergency 

Medical Equipment Notification Program 

by calling 202-833-7500 and asking for a 

representative, or visit pepco.com/EMENP 

to learn more 

o If someone relies on life-support equipment, 

identify an alternate location with power 

where they can go during an outage

Preparing for storms is 

something we take seriously.

How we prepare: 

• Continually monitoring weather

• Scheduling additional Pepco staff and 

crews in case of an outage

• Working closely with local government 

officials and emergency responders

• Activating emergency procedures

Being prepared for storms is one more 

way we’re improving reliability. 

BEFORE A STORM

o Assemble an emergency storm kit containing:

n Flashlights and fresh batteries

n Battery-powered radio or TV and  

extra batteries

n Land-line phone with cord  

(cordless phones require electricity)

n Battery-powered or windup alarm clock

n Supply of bottled water  

(one gallon per person per day)

n Non-perishable foods that require no heating

n Blankets, bedding or sleeping bags

n First-aid kit and prescription medications

n Hand-operated can opener

n Special medical or infant supplies

n A variety of hand tools

n List of emergency phone numbers

o Develop and practice an emergency plan with 

everyone in your household

o Download our free Pepco Self-Service app for  

your smartphone or tablet (see page 5)
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WE CAN HELP YOU  
BE PREPARED

Violent storms are more frequent in a changing 

world and we are committed to helping you be 

prepared for severe weather. Please review this 

handbook and take steps to make sure you’re 

ready when storms threaten.

Should an outage occur, we are also committed to 

helping you stay connected to information. Look 

inside to find ways to access the latest news and 

contact us while we work to restore your electric 

service as safely and quickly as possible.

Please keep this handbook with other essential 

storm-related items in your home – and stay 

prepared before, during and after storms. 

  

IMPORTANT PHONE NUMBERS

Report Power Outages and Downed Wires:  
1-877-PEPCO-62 (1-877-737-2662)

Customer Service/Servicio en Español:  
202-833-7500/202-872-4641

TTY for Hearing Impaired:  
202-872-2369

Federal Emergency Management Agency (FEMA): 
1-800-480-2520 • fema.gov

District of Columbia  
Emergency Management Agency: 

202-727-6161 • dcema.dc.gov

Maryland Emergency Management Agency: 
1-877-MEMA-USA • mema.state.md.us

American Red Cross:  
Call your local chapter • redcross.org

Emergency: 
911

Your Local Police: 

________________________________

Your Local Fire Department: 

________________________________
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STORM PREPARATION 

HANDBOOK
How you can be ready 
for changing weather.

“Storm Prep Handbook” - Pepco and Delmarva Power English/Spanish Versions

Company Name: Pepco Holdings 
Project Name: 2014 ERIP Campaign
Category: Outage Communications

Storm Prep Handbook

❏ Call 1-877-PEPCO-62 (1-877-737-2662) to report outages and downed 
wires, and please request a call back so we can verify if individual or small 
groups of outages still exist. 

❏   Download our Storm Preparation Handbook containing information 
you can use before, during and after severe weather and power outages. 
Download it now at pepco.com/storm.

❏ Go online to pepco.com, click “Outage Center” and enter your account 
information to get the latest news, report an outage, access outage maps 
of your area, get important contact information and estimates for when 
power will be restored – from anywhere you can access the Internet.
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Please keep these resources in mind in the event of a 
power outage. They can help you stay connected to the 
information you need. 

❏   Download our mobile app. The Pepco 
Self-Service app is essential storm gear. 
Use it on you smartphone or tablet to 
get the latest news, report an outage, 
access outage maps of your area, call 
us directly and get estimates for when 
power will be restored.

It’s free and available from your app 
store or at pepco.com/mobileapp.

Violent storms are more frequent in a 
changing world and restoring power 
safely takes time. Take steps to make 
sure you’re prepared today. 

pepco.com/storm @PepcoConnect PepcoConnect.wordpress.com/PepcoTV/PepcoConnect

We Can Help 
You Stay 
Connected.

The Pepco ✓

WHAT YOU CAN DO NOW 

❏  Update Your Contact Information
Call 202-833-7500 to ensure that your current phone number is displayed 
on your account. That way we can accurately identify you if you call to 
report an outage.  

❏  Assemble an Emergency Storm Kit 
Take a few minutes to gather important items to keep handy in the event 
of a summer storm. Your kit should contain bottled water, non-perishable 
foods, blankets, fl ashlights and extra batteries, a fi rst-aid kit and prescription 
medications, special medical supplies, hand tools and other essential items.

❏  Make a Plan in Case of Extended Power Outages 
Know where you will go in the event of a power outage that could last 
multiple days. Most communities have a designated location with emergency 
back-up power. Make arrangements to stay with a relative, friend or 
neighbor who has power in case of an outage. 

❏  Register for the Emergency Medical Equipment Notifi cation Program 
This program is important for customers who rely on electricity to power 
life-support equipment in their homes. Call 202-833-7500 and ask for a 
Customer Care representative or visit pepco.com/EMENP to learn more. 

HOW TO STAY CONNECTED 

Use these resources to stay connected to information should an outage occur.   

 ■  Call 1-877-PEPCO-62 (1-877-737-2662) to report outages and 
downed wires, and please request a call back so we can verify if 
individual or small groups of outages still exist. 

 ■   Use our mobile app on your smartphone or tablet to get the latest 
news, report an outage, access outage maps of your area, call us 
directly and get estimates for when power will be restored – it’s free 
and available from your app store or at pepco.com/mobileapp.

 ■  Go online to pepco.com, click “Outage Center” and enter your 
account information to get the latest news, report an outage, access 
outage maps of your area, get important contact information and 
estimates for when power will be restored – from anywhere you can 
access the Internet.
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Violent storms are more frequent 
in a changing world and restoring 
power safely takes time. Take steps 
to make sure you’re prepared today. 

We Can Help You 
Be Prepared for 
Severe Weather. 

pepco.com/storm @PepcoConnect PepcoConnect.wordpress.com/PepcoTV/PepcoConnect

Print Ads

Print ads targeting 
older residents 
who may not have 
access to digital 
material provided 
easy to understand 
tips and advice.

Getting Information 
We are committed to helping you stay connected as we work to restore your electrical service. There are several ways you can get 
information during a storm. 

n  Call 1-877-PEPCO-62 (1-877-737-2662) to report outages and downed wires, and please request a call back so we can verify if 
individual or small groups of outages still exist

n �Download our mobile app at pepco.com/mobileapp or your app store to get the latest news, report an outage, access outage 
maps of your area, call us directly and get estimates for when power will be restored – all on your mobile device

n  Go online to pepco.com, click “Outage Center” and enter your account information to get the latest news, report an outage, 
access outage maps of your area, get important contact information and estimates for when power will be restored – from 
anywhere you can access the Internet

AFTER A STORM – Assess Damage 
After a storm passes, look for any damage inside or outside your home. Remember, even small storms can create unsafe conditions. 

n �Check your service line and meter box. If the meter is damaged, call 202-833-7500

n Contact a licensed electrician if repair work is needed

n Discard any spoiled food

n Replace batteries as needed

n Replenish any supplies from your emergency storm kit

n If you used a generator, store it safely

IMPORTANT CONTACT INFORMATION
✁CUT HERE AND SAVE

Report Power Outages 
and Downed Wires:
1-877-PEPCO-62  
(1-877-737-2662)

Customer Service:
202-833-7500
Servicio en Español:
202-872-4641

TTY for Hearing Impaired:   
202-872-2369
Pepco Mobile App: 
pepco.com/mobileapp

pepco.com/storm STAY SAFE. STAY CONNECTED.

/PepcoConnect @PepcoConnect PepcoConnect.wordpress.com/PepcoTV

Report outages
Use interactive outage maps
Get estimated restoration times

SCAN TO DOWNLOAD

Download our mobile app to:

Violent storms are more frequent in a changing world and restoring power safely takes time. Here is how you 
can prepare yourself and stay safe when severe weather strikes.

BEFORE A STORM – Get Prepared
Assemble an Emergency Storm Kit 
Your kit should contain items you’ll need in the event of an extended power outage.

n Flashlights and extra batteries

n Battery-powered radio or TV

n  Land-line phone with cord  
(cordless phones require electricity)

n  Battery-powered or windup alarm clock

n  Supply of bottled water  
(one gallon per person per day)

Develop an Emergency Plan 
Everyone in your household should know the location of your emergency storm kit  
as well as what to do should the power go out. 

n  If you or someone you know uses emergency or life-support equipment, identify an 
alternative location with power to go to during an outage.

n  Register for the Emergency Medical Equipment Notification Program to receive 
notifications of severe storms that could lead to extended outages. Call 202-833-7500 
and ask for a representative or visit pepco.com/EMENP to learn more. 

DURING A STORM – Stay Safe 
Safety during a storm should be your top priority. When a storm hits:

n Locate your emergency storm kit

n Tune in to local news broadcasts

n Never go near downed wires and always stay clear of working crews

n Avoid wet and flooded areas as electricity and water are a dangerous combination

If Power Goes Out
n  Unplug or turn off TVs, appliances and most lamps, and leave one lamp switched  

on so you know when power is restored

n Keep refrigerator and freezer doors closed

n In summer, close shades or curtains to keep rooms cooler

n �In winter, let the sun warm rooms and close shades at night to keep warmth in

n Be safe around candles and open flames

n If you are operating a generator, make sure that you follow all safety guidelines

n  First-aid kit and prescription medications

n  Non-perishable foods

n Blankets, bedding or sleeping bags

n Hand-operated can opener

n Special medical or infant supplies

n Variety of hand tools

n List of emergency phone numbers

pepco.com/storm

WEATHERING THE STORM

When power goes out, our restoration 
process begins as soon as conditions 
are safe for our professionals. We are 
committed to resolving outages as quickly 
as possible and technology is helping us 
do it faster than ever before. 

When widespread outages occur, we 
prioritize restoration efforts so that critical 
issues are addressed first and power  
is restored to the most people in the 
shortest amount of time. Generally the 
sequence is as follows:

1.  Downed live wires or potentially 
life-threatening situations and public 
health and safety facilities without 
power

2.  Transmission lines serving thousands  
of customers

3.  Substation equipment that affects 
widespread areas

4.  Main distribution lines serving large 
numbers of customers

5.  Secondary lines serving neighborhoods

6.  Service lines to individual homes and 
businesses

RESTORING POWER

1

2

3
4

6

5

Fact Sheets - Pepco and Delmarva Power English/Spanish Versions

Factsheets and other 
print materials could 
be downloaded 
online.

Online 
Landing 
Page

Outages
Report an outage, 
view interactive outage 
maps, get estimates 
for when power will be 
restored and more.

USE TOOLS

STAY CONNECTED

WE CAN HELP

We can help you get the information you need to be prepared for severe weather. For emergencies, 
call 1-877-737-2662.

Latest News
Access the latest 
information posted to 
our Newsroom as well 
as social media to keep 
up-to-date.

Downloads
Our free mobile app 
can help you stay 
connected if an outage 
occurs. Find links to it 
and more here.

START NOW ACCESS HERE

Storm Prep
Severe weather is the 
most frequent cause of 
power outages. Here 
are resources to use so 
you can be ready.

GET HELP

Landing Page – Pepco and Delmarva Power Versions

To learn more about Creative Co-op and our approach to 
creating distinctive and powerful brand communications for 
your business, call 603.658.1600.

http://creativeco-op.com
https://www.facebook.com/CreativeCoopNow/
https://twitter.com/CreativeCoopNow
https://www.linkedin.com/company/creativeco-op/
http://creativeco-op.com/

