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Who We Are

• Tom Charles, 
Manager of Communications

• thcharles@state.pa.us

• 10-member Communications staff
– 9 in Harrisburg, 1 in Philadelphia
– Media Relations
– Public Outreach
– Employee Communications

• Since August 2001



Public Perception of the PUC

• Focus Groups revealed the PUC’s image as a 
consumer-information agency is low.  PUC not linked 
to consumers.

• Focus Groups said PUC “holds hearings” and is 
“place to complain”



Building the Office of 
Communications

• One of the Biggest
• The Best



• Improvements since 2001
– Graphics
– Publications
– Campaigns
– Web Site
– Video Camera
– Interview Backdrop
– Mission Statement
– PUC Logo

Building the Office of 
Communications, cont.



Mission Statement and Logo

Mission Statement - The Pennsylvania Public Utility 
Commission ensures safe, reliable and reasonably priced 
electric, natural gas, water, telephone and transportation 
service for Pennsylvania consumers, by regulating public      
utilities and by serving as responsible stewards of  
competition.



3 Major Responsibilities

• Media Relations

• Public Outreach

• Employee Communications



Media Relations

• Press Releases
• Media Interviews



Media Relations, cont.

• Press Conferences
• Editorial Boards
• Briefings
• Speeches/Talking Points
• Clips



Media Relations, cont.

• Defense and Offense
• One Voice?
• Balance
• “Seat at the Table”



Media Relations, cont.

Defense



Defense, cont.
• Responsiveness

Media Relations, cont.



Offense

Media Relations, cont.



Media Relations, cont.

One Voice
Five Voices



Media Relations, cont.

Balance



Media Relations, cont.

“Seat at the Table”



Public Outreach

• Educational Material
• Workshops, Roundtables
• Help Read Utility Bills
• Low Income
• All Communities
• Fact Sheets
• Award-Winning Special 

Campaigns



Public Outreach, cont.



Public Outreach, cont.

Special Reports and Publications



Employee Communications

• Monthly Employee Newsletter

• PUC Annual, Quarterly Reports

• New Web Site

• Messages from the Chairman

• Video Camera

• Overview Training

• Bulletin Boards



New Web site – www.puc.state.pa.us



New Web site – Search



New Web site – Press Releases



InfoMAP



Other Unique Responsibilities

• Council for Utility Choice
• Consumer Advisory Council
• International Delegations
• PA Relay Service Advisory Board
• Commissioner Briefing Book



Future Goals

• Sound Quality in Hearing Rooms
• Identity Theft
• New Campaigns?

– Demand Side Response
– PA One Call
– Chapter 14


