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Overview 

 Storm Impact 

 Preparations and Lessons 
Learned from 2011 

 Customer Contacts 

 Staffing 

 Customer Communications 

 Social Media 

 Our Commitment 
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Storm Impact 

 System-wide outages, more than any other storm 
 Effects on transmission and distribution system 
 Devastating tree and line damage 
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Outage Map Near Storm’s Peak 

Lehigh County:  
594 cases 
110,327 customers 
 
Northampton County:  
405 cases 
84,494 customers 
 
BucksMont:  
218 cases 
42,149 customers 
 
Northeast PA:  
1,206 cases 
117,000 customers 
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Preparations For a Super Storm 

 Alerted emergency response organization 

 Mobilized army of employees, contractors 

 Secured crews from other states in advance  
of the storm 

 Began to arrange housing, feeding and supplies 

 Public advisories 
 News release issued Thurs., Oct. 25 (five days in advance), 

media outreach 
 E-Mail blast, Automated phone calls to customers  

on Sunday, Oct. 28, & Monday, Oct. 29 
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Lessons Learned From 2011 
 

What We Did Differently 
 Improved Customer Service performance 

 More CSRs 
 Increased phone lines into Customer Contact Center 
 Improved technology to handle exceptionally high call volume 
 Enhanced Outage Center on web with mobile reporting capability 
 Expanded use of social media  

 Upgraded Outage  
Management System 

 Increased emphasis  
on damage assessment  

 Increased storm response support 

 Best Practices research 
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Customer Contacts 

 Sandy Snowstorm Irene  
 1,059,439 480,040 265,168 
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Total Staffing 

PPL Electric Utilities 2,150  
PPL Services 350 
PPL Contractors of Choice 450 
PPL affiliates/LGE-KU 400 
Tree contractors 903 
Other Mutual Assistance 720* 

Total Staffing  5,173 
 

56 companies, 16 other states 
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Customer Communications 

 E-mail blasts 
 Automated telephone calls 
 PPL Alerts via text message and mobile phones 
 www.pplelectric.com 
 Daily news releases and  

frequent media updates 
 Social media dialogue 
 Daily conference calls  

with public officials 
 Newspaper and radio  

advertisements 
 

http://www.pplelectric.com/�
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Social Media Outreach 

 While online chatter surfaced many issues,                                                     
overall public sentiment   was positive – by > 3:1 

 Our posts were shared 66,000+ times 

 Twitter  
 Followers increased  

by 87% 
 Total Impressions:  

531,095 
 Facebook  

 Community grew  
by 13,000+ or 4,200% 

 Daily Impressions  
peaked at 883,141 
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Our Commitment 

 Self Critique 
 Maintain coordination with utility industry 

 Mutual assistance vital during major storms 
 Common challenges:  ERTs 

 Foster ongoing coordination  
with PUC/PEMA, state and  
local agencies 

 Municipal roundtables 
 Customer Survey 
 Investing in our Infrastructure 
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