
Best Practices from States: 
Customer education campaigns
Hear from state commission staff and receive a summary on the tools and 
resources states have developed along with best practices and lessons learned in 
consumer education and protection endeavors.
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Competitive Markets Forum
Hosted by the Retail Energy Advancement League
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Press Secretary
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disclaimer.
This presentation is for educational purposes only. Opinions or points of 

view expressed in this presentation represent the view of the presenter, 

and do not represent the official position or policies of the Pennsylvania 

Public Utility Commission, individual PUC commissioners or PUC staff.



overview

The quarterly and 

semi-annual resets 

for Default Service 

rates are regularly 

highlighted with PUC 

press releases.  

During and immediately 

following the pandemic, 

the PUC promoted 

#CallUtilitiesNow to 

encourage proactive 

consumer steps.

During the price 

spikes of 2022 the 

PUC encouraged 

conservation and 

efficiency with our 

#UtilityChecklist.

As supplier prices 

dropped again in early 

2023, we launched 

#SaveInPA to highlight 

potential savings from 

energy shopping. 

The PUC's Office of Communications works closely with the Commissioners, the Office of 

Competitive Market Oversight (OCMO) and other PUC Bureaus to address consumer issues in a 

comprehensive manner - focusing on building awareness, highlighting opportunities and 

addressing points of concern.  



consumer focused

ActionableClearTimely



comprehensive approach

print graphics video & audio



multi-channel - earned / shared / events

Direct to media

Follow up

Website

Social share

Events

press release, graphics, video & audio

1:1 interviews / live or tape / in-person or zoom

Front page banners / embedded materials

Regular social posts for campaigns

Community groups & legislative events
(the tempo and number of these events has 
been steadily increasing, post-pandemic)



they use it



we use it



it works!
Conservation alert #SaveInPA#CallUtilitiesNow

55 stories in 12 hours
$966,000 ad equivalent

350+ mentions since launch

State & international awards

300 mentions since March 

Highest engagement rate



Top engagement
2022 2023Always!



"home base" - our shopping sites



highly regarded
Annual visitors to PAPowerSwitch

Say it is extremely/very easy to navigate

When making decisions I will visit PAPowerSwitch

Provides helpful information

Is educational for energy shopping

Recommend to a friend or family member

It is easy to find what I am looking for

~1 million

7 of 10

90%

90%

89%

88%

86%



consumer attitudes

94%

awareness 

of ability 

to shop
4 out of 10 

who are 
aware have 
switched

3/4 who 
have 

switched 
say it is 

extremely 
easy

Largest 
factor = 

lower bills 
(74%)

Likely to 
research & 

switch:

Younger 
Farther east

Magic 
number?

No switch?

Happy
Variable prices

Low savings
Hassle23%



issues / concerns





follow us

search for Pennsylvania Public Utility Commission 

on major social channels



thank
you Nils Hagen-Frederiksen

Press Secretary, PAPUC
nhagen-fre@pa.gov  717-418-2701



Consumer Education & Awareness
A review of state best practices in public-facing communications 
and resources to empower customers in competitive markets with 
information and options.

Competitive Markets Forum
Hosted by the Retail Energy Advancement League

@ChoosemyEnergy
#MACRUC



Survey Results: Aware of Energy Choice
(1,000 household energy decision-makers in DE, PA, NJ, MA, IL, OH)

● Awareness of their ability to shop: 78%
● Currently enrolled with a supplier: 37%
● Planning to switch in next six months: 21% 

Competitive Markets Forum
Hosted by the Retail Energy Advancement League

@ChoosemyEnergy
#MACRUC

Do ratepayers know they can shop?



Consumer Education Resources
● Energy market education videos
● Dedicated space on retail shopping on commission website 
● Dedicated space on utility bill on options available to ratepayers with link to 

state shopping platform 
● Community engagement
● Promotion of state shopping website  

Competitive Markets Forum
Hosted by the Retail Energy Advancement League



Survey Results: Barriers to Switching
(1,000 household energy decision-makers in DE, PA, NJ, MA, IL, OH)
● Satisfied with current service
● Concerns of price increases
● Concerns of switching fees
● Savings are not big enough to switch
● Concerned of worse service 
● Wasn’t aware of ability to switch
● Concerned with reliability/power outages
● Unaware of how to switch
● Too hard to switch 

Competitive Markets Forum
Hosted by the Retail Energy Advancement League

Do ratepayers know how to shop?

@ChoosemyEnergy
#MACRUC



Competitive Markets Forum
Hosted by the Retail Energy Advancement League

Shopping Resources
● State Shopping Website

○ Filter functionality 
○ Current utility price to compare, future utility price to 

compare
○ Renewable makeup of utility supply and retail offers
○ Value-added product information

● Shopping Guide
● Glossary of terms found on utility bills and supply contracts
● Frequently asked questions
● List of licensed retail energy providers

@ChoosemyEnergy
#MACRUC



Competitive Markets Forum
Hosted by the Retail Energy Advancement League

@ChoosemyEnergy
#MACRUC

Providing ratepayers a full view of rates on the state 
shopping platform for informed decision-making



Timely Updates
● Changes in Utility Rates

○ Subscription for rate change alerts
○ Press Release
○ Social media 
○ Partner amplification 

● Seasonal Usage Reminders

Competitive Markets Forum
Hosted by the Retail Energy Advancement League

Do ratepayers receive timely updates on 
changes that may affect their energy plan? 

@ChoosemyEnergy
#MACRUC



Competitive Markets Forum
Hosted by the Retail Energy Advancement League

@ChoosemyEnergy
#MACRUC



Consumer information and protections
● Questions to ask a supplier 
● Contract term requirements 
● Supplier marketing requirements 
● How to report noncompliance   

Competitive Markets Forum
Hosted by the Retail Energy Advancement League

Are customers empowered with information to 
identify a scam?



Education and amplification partners
● Media 
● Consumer advocate
● Legislators 
● Towns and local government
● Consumer groups
● Community groups 
● Retail energy suppliers
● Industry trade groups 
● Organizations that represent minorities 

Competitive Markets Forum
Hosted by the Retail Energy Advancement League

@ChoosemyEnergy
#MACRUC

Do you have the right partners?



Examples from state commissions 
● Energy choice explanations
● Questions to Ask
● Mailers
● Videos 
● Campaign materials 
● Graphics
● Press releases 

Resources from REAL
Unbranded materials available upon request
● State shopping guides 
● Monthly market summaries 

Competitive Markets Forum
Hosted by the Retail Energy Advancement League

@ChoosemyEnergy
#MACRUC

Summary of Resources Available Online
retailenergychoice.org/summary-of-resources-consumer-education



Competitive Markets Forum
Hosted by the Retail Energy Advancement League

@choosemyenergy
#MACRUC

THE NEXT COMPETITIVE MARKETS FORUM TOPIC:

Customer Complaint Reporting and Recordkeeping
Virtual Meeting in August (date to be confirmed)

States share current processes on fielding and managing customer complaints, 
deliverables like scorecards, reports and rating systems and how to make this 
information accessible to customers so they are empowered to choose the best supplier 
for their needs. 

Stephanie Bolton
Director, Consumer Affairs Division 
Maryland Public Service Commission

Chris Burch
Director, Customer Protection Division
Public Utility Commission of Texas
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