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About the Presenter 
Exelon Employee for 33 years:

• Customer Service Rep (Atlantic City Electric)
• District Service Rep – New Business (Atlantic City Electric)
• DB2 Analyst (Conectiv)
• Training Specialist (Pepco Holdings)
• Applications Business Analyst – Mobile Dispatch & Outage Management (Pepco Holdings)
• Business Analyst IT – (Exelon Business Services - BSC)
• Sr. Business Program Manager – (Delmarva Power - Gas)
• Supervisor, New Business & Outreach – (Delmarva Power - Gas) 

Outside the Office:
• Married (Jennifer) with 2 Dogs (Maddie, Penny)
• Two Children: Joshua (26) and Abbie (22)
• Music Fan with Extensive CD Collection
• Author of Underrated Rock Book and Underrated Rock Book Too!
• Lead Singer of a band that was an opening act for Tesla 
• Enjoy Bowling, Golf and Strat-O-Matic Games



About Delmarva Power

• An Exelon Company

• Part of Pepco Holdings Inc (PHI) –
Delmarva Power, Atlantic City Electric and 
Pepco

• The only PHI Utility that has a Gas Division

• The smallest Gas Division of the Exelon 
Companies (BGE, PECO)

• Main Headquarters – Wilmington DE

• Total Employees – 140

• Territory is in New Castle County DE

• Over 139,000 Customers

• Approx 2,209 Miles of Gas Main

• New Castle County LNG Plant

DPL Gas Public Awareness
• DPL-Gas has maintained a Public Awareness program since 2005
• Prior to 2005, any awareness was handled by Corporate Communications
• Dedicated person responsible for all materials, reviews and coordination with Corp 

Comm, Marketing, External/Government Affairs and Gas Management team

That’s Me!



Day 1 – February 24, 2020
My transition into the Sr. Business Program Manager role at DPL was:

• A three-hour meeting 
• A word document
• An Excel spreadsheet Day 18 – March 12, 2020

COVID -19:
• Pack up your things
• Work from home

What Do I Do?

How Do I Do It?



Gas Safety/Public Awareness - 2020
This Is Where We Started… But Can We Do More? 



Objectives and Timelines 2020
• Support All Public Awareness Activities For Gas Per Exelon Management Model
• Jan/Feb: First Responder Beware Brochure (Work with External Affairs Manager)
• Feb/Mar: Elected Officials Mailer (Scratch N Sniff, Stay Safe Around Natural Gas, Letter – Work with 

Government Affairs Manager)
• March: Stay Safe Around Natural Gas Bill Print Mailer (Work with Corporate Communications)
• April: Contractor Beware Mailer (Work with Culver)
• July: Crossbore Mailer (Sent to Small Group, Licensed Plumbers and Sewage Specialists that did not receive 

Contractor Beware)
• August: Scratch & Sniff Bill Print (Work with Corporate Communications)
• September: Stay Safe Around Natural Gas Bill Print (Work with Corporate Communications)
• October: Important Safety Information For Gas Customers – AEGIS (Work with Corporate Communications)
• October: Scratch & Sniff, Stay Safe Around Natural Gas Mailer – (Sent to all Paperless Customers, City of 

Newark, City of New Castle and homes within ¼ mile from transmission pipeline)
• November: Scratch & Sniff, Stay Safe Around Natural Gas, Letter – (Private Service Customers)

• Educational Outreach Program – NEF 



Objectives and Timelines 2021 to 2023: What Changed? 
• Support All Public Awareness Activities For Gas Per Exelon Management Model GO-EU-P003
• Jan/Feb: First Responder Beware Brochure (Work with External Affairs Manager)
• Feb/Mar: Elected Officials Mailer (Scratch N Sniff, Stay Safe Around Natural Gas, Letter – Work with 

Government Affairs Manager)
• March: Stay Safe Around Natural Gas Bill Print Mailer (Work with PHI Marketing)
• April: Contractor Beware Mailer (PHI Damage Prevention Takes Over This Outreach, DPL-Gas Still plays part in 

reviewing materials as it relates to Gas)
• July: Crossbore Mailer (Contractor Beware dropped Cross Bore info.  Work with Culver to roll out to 11,000 

HVAC and Contractors in New Castle Co. DE)
• August: Scratch & Sniff Bill Print (Work with PHI Marketing)
• September: Stay Safe Around Natural Gas Bill Print (Work with PHI Marketing)
• October: Important Safety Information For Gas Customers – AEGIS (Work with PHI Marketing)
• October: Scratch & Sniff, Stay Safe Around Natural Gas Mailer – (Sent to all Paperless Customers, City of 

Newark, City of New Castle and homes within ¼ mile from transmission pipeline)
• November: Scratch & Sniff, Stay Safe Around Natural Gas, Letter – (Private Service Customers)

• Educational Outreach Program – NEF 



Increased Outreach: 
Contractor Beware & Crossbore

How Worker Beware Program became a PHI Initiative!
• Pre-2020, DPL-Gas Program Manager worked with 

Culver on rollout of Contractor program
• DPL-Gas was tracking damages and wanted something 

brand aligned to send to customers. 
• In 2021, Contractor/Worker Beware became a program 

for all of PHI and was now owned by Damage 
Prevention group 

• DPL-Gas continues to have a role in this work and work 
close with Damage Prevention on reviews and how the 
program is doing. 

• 2022 Program Review reached over 31,000 contractors 
across PHI with over 375 kits requested and approx. 
109,000 brand impressions. 

• The PHI rollout removed cross-bore info. DPL-Gas had 
an in house mailer that went out to a small group of 
plumbers and HVAC companies.  In 2021, we expanded 
our cross-bore mailer to approx. 11,000 contractors, 
providing additional reach to our area. 



New Ideas: The Source 
Adding Public Safety Messages To The Source Newsletter

• Company Online Newsletter
• News Articles Posted to Social Media  
• Shareable from website via Facebook, Twitter, 

Instagram or E-mail
• Informative pieces that were not normally 

covered in our traditional public awareness 
messaging

• Normally would come out of a meeting, an 
objective or a customer reaching out to an 
employee

• Looking back at old public awareness files to see 
if there are topics to pull for future release



New Ideas: Gas Safety Advertising Campaign 

Create A Gas Safety Campaign
• Campaign debuted in 2022
• Worked with our Advertising team (Corporate 

Communications) to develop.
• Drive awareness with contractors and homeowners of 

the importance of calling 811 before you dig. 
• Campaign Starts in April and runs 30 days*
• OOH (Billboards) – Four Digital and Printed billboards 

along I-95, US40, US202 and US 13 in New Castle 
County.

• Social Media placements: Facebook, Twitter, Instagram, 
Nextdoor (New)

• Search Engines: Google
• Over 14 million impressions 
• Search Engine: 2023 CTR 19.49% from 1.76% in 2022
• Decrease in overall 3rd Party Damages in 2023 and 

becoming on of the best overall years 
• Ideas for 2024: Add Streaming Ads (Spotify) 



New Ideas: Additional Gas Safety In Welcome Packets 

• Welcome Packets are sent out to all customer that 
take part in DPL-Gas My Switch To Gas Program

• Once a meter is installed on the property, the MSTG 
team will put a packet together which includes a 
Welcome Letter, Scratch & Sniff card and Water Gauge 
Card (Water Gauge added in 2021).

• In 2023, the addition of Important Natural Gas Safety 
Information was included in all letters. 



Updated Branding - 2022

• Exelon updated all branding 
in 2022

• Objective was to have all 
DPL-Gas materials updated 
and approved by end of year

• Worked with PHI Marketing 
Team and Exelon Branding 
Team to assure guidelines 
were being followed

• All updated materials were 
utilized at beginning of 2023

• All Public Awareness 
Materials 

• All Doorhangers (Outreach)



Other Outreach

Since 2020, I have been the primary 
contact for all other DPL-Gas outreach 
as needed.  This includes:

• COVID-19 Updates to all letters 
where we need access inside 
property

• Communication Letters 
• Doorhangers
• Construction Notices
• Internal Documents 

What Is Next?



Questions? 



Thank you

Jim.Santora@pepcoholdings.com
667-313-1698


