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Why Corporate Social Responsibility matters to us...

Strategy in action

      2011 has been a  
hugely significant year  
for Electricity North West. 
The completion of the 
purchase of United Utilities 
Electricity Services on  
30 June 2010 transformed 
the business into an 

integrated distribution network operator which owns, 
operates, manages and maintains the electricity network 
for the North West region. A key focus now is on creating a 
corporate social responsibility (CSR) framework that applies 
to our new business and strongly reflects our view on the 
world. 

This document shows that we’re well on the way to doing 
that. It puts a clear focus on our four areas of commitment: 
engaging our people; protecting our environment; being 
serious about safety; supporting our communities. There 
will be plenty more stakeholder engagement between now 
and July 2012, when we report fully on our approach to 
CSR, as the basis of a meaningful, long-term commitment 
on responsibility from Electricity North West.

As a distribution network operator with a single 
and total focus on the North West, we are able 
to ensure that the revenues we receive from 
businesses and households stay in the region.  
And between 2010 and 2015 we are investing 
£1.4 billion in our network.

Electricity North West is a new company with a 
long heritage. We bring the best of the CSR legacy 
of United Utilities, and Norweb before them. Now, 
with our clear focus on one form of energy and one 
region, we can balance the continuity of 100 years 
with a set of innovative ideas for the century ahead. 

Our recently published Strategic Direction 
Statement of Autumn 2011 sets out how 
we’ve been working to this end. In our 2011 
Stakeholder Review, we talked about the changing 
expectations and needs of our customers, 
focusing on network reliability and environmental 
and social governance.

As we move towards full and detailed reporting 
on CSR, it’s clear that, at Electricity North West, 
we are switched on to our corporate social 
responsibilities and committed to ensuring we 
have a positive impact on our stakeholders from a 
social, environmental and economic perspective.

Steve Johnson, Chief Executive 

Our Strategic Direction Statement sets out how we 
believe our network will develop to 2050, including 
information on smart grids and the role of network 
operators. Here, besides our stewardship of the 
existing network, we detail some of the key issues 
driving our network development, including: moves 
toward a low carbon economy; the introduction of 
electric vehicles; adapting to the impacts of climate 
change; new technology.

Given the uncertainty about the extent to which  
each of these factors will materialise, we are 
informing our working strategy and business plan 
with the Long-term Electricity Network Scenarios 
(LENS) project, as well as the 2050 Pathway Analysis 
and Annual Energy Statement documents published 
by the Department of Energy and Climate Change 
(DECC) in July 2010. 

That said, Electricity North West’s strategy comes 
from our own view of the world, founded on our 
values and taking on board the CSR considerations 
of all our stakeholders. We have our own clear  
vision of the electricity supply industry in 2050  
and have flexible plans in place to get there safely 
and effectively.

CSR has always been an inherent part of our culture. 
This statement highlights the latest development of 
our CSR strategy and our intentions for the future. 
It is a natural progression from our original four ESG 
(Environment Social Governance) drivers, namely: 
People & Stakeholders; Safety; Community; and 
Governance. These have been further developed 
and ‘Environment’ added to these key areas. The 
importance of Governance is now included as part  
of our Global Reporting Initiative (GRI) section.

Our values
Safety

Professionalism

Respect and integrity

Passionate about teamwork

Enterprising and innovative

Customer

Our CSR roadmap

People want to see Electricity 
North West engaged in 
two-way communication, 
as a company that protects 
their environment, takes a 
serious approach to safety and 
supports their communities.



Why Corporate Social Responsibility matters to us...

Reporting on our progress

...and to our stakeholders

For all our stakeholders, Electricity North West plays a key  
role in ‘powering the region’. We power great football clubs,  
one of the UK’s busiest international airports, the region’s 
bustling hospitals, various transport systems and every kind  
of economic development in progress. 

We serve approximately 5 million people at 2.4 million domestic 
and industrial locations. That’s a lot of responsibility. Electricity 
North West takes this responsibility very seriously. By 
engaging with our stakeholders to ensure that we live up to our 
responsibilities, we aim to show how we can meet the needs  
of our customers today, tomorrow and well beyond.

During 2011, we have consulted with stakeholders  
to understand their concerns and define how we  
can adapt our CSR policy to work with stakeholders 
in appropriate ways over the coming years. 

In 2011 our stakeholders asked us to encourage 
more employee volunteering, provide a greater 
range of support services to customers and focus 
on Priority Service Customers. They also asked us 
to build more links with local communities, explore 
greater involvement in Community Energy schemes 
and continue to explore Demand Side Management.

The core focus of our CSR policy involves four 
key areas: engaging our people; protecting our 
environment; being serious about safety;  
supporting our communities. 

We are working with stakeholders to develop a set  
of commitments that bring these key areas to life  
and enable measurement and improvement over the 
years ahead. As these commitments need to  
be meaningful and relevant, we are spending time  
to ensure that we get them right.

When it comes to reporting on our CSR progress, 
Electricity North West has to balance our own key 
performance indicators as a business and the 
indicators outlined in the guidelines for reporting on 
sustainability matters. This document demonstrates 
how we are addressing all the appropriate measures 
recommended by the GRI. 

Through early 2012, therefore, we will pull together  
all the relevant information for the GRI indicators,  
with the results being published in our full CSR 
Report in July 2012. 

Given the predicted rise in the requirement for 
electricity, how can we support our customers 
in being efficient and understanding their role in 
conserving electricity?

As an electricity network operator, we need to 
understand the changing needs of our customers. 
How can we help our customers cope with the 
increased use of electricity as the world runs out 
of fossil fuels and people begin using electric cars 
and other electricity-based inventions to come?

To work with all these changes, Electricity North 
West is beginning to engage strongly with all our 
stakeholders and we’ll continue to do so. 

One year in, we can begin to tell the stories of the 
CSR journey we’re on with our stakeholders in this 
region. As we drive down the number of power 
cuts and interruptions, we will talk about the 
installation of automated technology that reduces 
the number of customers affected by faults and 
which restores the supply more quickly by fixing 
problems remotely. As we attend to customer 

service and satisfaction, we will highlight our 
innovations such as the ‘smart fuse’, which can 
restore supplies, automatically avoiding previous 
delays for customers. 

Internally with our employees, and externally with  
a range of stakeholders, Electricity North West will 
keep showing that CSR is an inherent part of 
everything we do.

About us

5 million

25Twh

£9bn

58,000km

£30m

We serve approximately 5.1 million 
people at 2.4 million domestic and 
industrial locations

We deliver more that 25 terawatt hours  
of electricity each year to our customers  
in the North West

We manage £9 billion of network assets

We manage 58,000 kilometres of cable 
across our network

We are investing £30 million a year in 
research and development

Switched on to
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The electricity industry is changing and we need our people to change with it. We’ve been talking to all  
our employees about transforming our business. While we have achieved a number of successes over our 
first year as a standalone company, we still have some way to go before we achieve our vision of becoming 
the ‘leading energy delivery business.’

The energy industry is under more scrutiny than ever, as the Government promises to tackle the continual 
and dramatic rise of domestic fuel prices. The energy sector will go through significant change as it  
responds to the challenge of a low carbon economy, issues relating to security of supply and the imperative 
to deliver efficiently to customers. The society in which we live is growing ever more dependent on 
electricity – it provides the power for both the basics we rely on and the luxuries that make our lives easier. 
Indeed, this growing reliance is expected to double by 2050.

It is clear that we need to develop innovative solutions to meet this growing demand. We also need to  
adapt to the changing way energy is produced and supplied and ensure we are able to meet the ever 
changing needs of our customers.

Ofgem, our regulator, is continually comparing the 
different ways that Distribution Network Operators 
adapt to these changing times. Our vision to be 
the leading energy delivery business is deliberately 
stretching, and making progress both in that 
respect and towards our strategic objectives should 
ensure we are well placed to meet the needs and 
expectations of all our stakeholders – but particularly 
our customers – both now and in the future.

To meet these requirements at Electricity North 
West, we intend to secure and develop the 
workforce of the future by: setting ourselves 
workforce renewal targets for training and new 
apprentices; continuing to establish a Young 
Ambassador programme to build links with local 
schools; developing a training centre of excellence 
for our people.

We use our bi-monthly employee newsletter to 
share our company performance with our people. 
We use a corporate scorecard which measures 
progress against four operational goals: 

•	 Understand	and	deliver	for	customers	 
 and stakeholders

•	 Understand	and	influence	the	market	

•	 Deliver	sustainable	growth	with	robust	 
 financial performance

•	 Develop	a	high	performance	organisation.	

We also show how we’re listening to our employees. 
Internally, we run an awareness campaign to make 
sure that our Employee Opinion Survey turns into 
demonstrable improvements for our people as we 
progress towards our common goals.

Ultimately,	we	try	to	be	a	values-based	business.	 
To be the leading energy delivery business, 
our people understand that they need to focus 
their work on values we can all buy into: safety; 
professionalism; respect and integrity; passion 
for teamwork; being enterprising and innovative; 
customer-focused.

Electricity North West is committed to providing 
equality of opportunity in learning and development 
to enable our employees to develop the skills, 
knowledge and experience they need to be 
successful.

Employees undertake regular performance reviews 
with their line manager to identify their learning  
and development needs, to help them to be  
more effective in their current role but also to  
help them to fulfil their ambitions and progress  
within our organisation.

We have a dedicated training facility which  
supports technical development and also work  
with a number of professional institutions and 
specialist training providers to deliver a wide  
range of learning and development across the 
business, including technical skills, leadership  
and personal development.

Professional development is also important to us 
and we offer support to many roles with funding  
and study leave to help individuals achieve  
additional qualifications.

Why it matters

Our challenge

Engaging our people

250
Apprentices, graduates 
and trainees to 2015
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As one of the outcomes of the UK’s move towards a low carbon economy (reducing carbon emissions by  
80% on 1990 levels by 2050) will be a dramatic increase in electricity usage, Electricity North West has 

made a huge commitment to facilitating the transition. 

We aim to facilitate the move to the low carbon economy by: maximising the capacity of renewable 
generation connected to the network; supporting Manchester’s successful bid to the Government for  

the ‘Plugged in Places’ electric car scheme; enabling Demand Side Response to manage electricity needs;  
measuring our waste oil and carbon footprint.

In 2011, Chief Executive, Steve Johnson, led the industry’s Energy Network Futures Group, working  
with Government, the regulator and the other network companies to determine how we stimulate the  

green economy.

Electricity North West has signed a contract with 
EnerNOC, an international leader in the electricity 
market, to bring technology used in America to the 
local North West network. We will offer incentives 
to customers with high electricity demand to 
become part of the scheme. State-of-the-art 
technology will allow us to request that these 
businesses reduce their demand at certain times, 
to help balance capacity and demand, while 
minimising disruption to their businesses.

We are looking at reducing our carbon footprint 
across all our activities – as well as other 
emissions. We achieved a 63% reduction in fugitive 
emissions of SF6 (a powerful greenhouse gas) 
by investing over £15 million to remove ageing 
SF6 insulated switchgear from our Whitegate 
substation in East Manchester. We are considering 
a more efficient fleet of vehicles and trialling the use 
of electric and hybrid pool cars.

We have to be aware of the visual impact of our 
work on the environment. One response to this  
is putting overhead cables underground. Here,  
we work closely with National Parks and other 
action groups to understand the priority places  
for these developments and let them choose 
where we invest the £35 million we have allocated 
to this scheme. 

Why it matters

Our challenge

Protecting our environment

£30 million

22%

Investment in research 
and development

We reduced our carbon 
footprint by 22% in 2011 
through investment in 
new infrastructure
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Whatever changes are required to our network in the future, safety will always be the first consideration  
of any business decision we make. Electricity North West is committed to achieving the highest standards  
of health and safety for all our customers, employees and contractors. 

While aiming to meet our performance targets, we have improved processes and systems and developed  
a health and safety zero harm culture.

Our health and safety management system has been certified to the OHSAS 18001 standard. We support 
both the Health and Safety Executive’s five-year strategy and the Energy Network Association’s ‘Powering 
Improvement’ health and safety strategy.

Every level of management has to demonstrate robust health and safety leadership. Our website features a 
safety and incident reporting area, which also includes a Teaching Zone for children.

While we will ensure that we will comply with all 
relevant legislation to protect members of the 
public, we do not foresee any major changes in 
safety legislation. We will continue to strive for even 
higher safety standards and trial the use of new 
technology and techniques to this end. 

Safety is also about resilience and security. One 
of the high level strategic objectives identified 
by the National Security Strategy is ‘ensuring a 
secure and resilient UK’. In this, a specific task is to 
provide resilience by: being prepared for all kinds of 
emergencies; being able to recover from shocks; 
and maintaining essential services. Our part in this 
is the resilient supply and distribution systems for 
essential services. As a provider of Critical National 
Infrastructure, we support these objectives and  
we work with DECC, the Cabinet Office and  
other industry participants to ensure that we  
are prepared.

As a business, we have to recognise that planning 
for truly exceptional incidents is difficult and that 
judgements have to be made about the right levels 
of investment to guard against extremely unlikely, 
but catastrophic events.

Why it matters

Our challenge

Serious about safety

OHSAS 
18001
Our health and safety 
management system  
was certified in 2011
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The most important way we can support the communities in which we operate is by ensuring our service 
meets the needs of customers, through reliability of supply and satisfaction at our overall service – from 

initial telephone handling of faults and issues through to speed of recovery and the attitude of our people.

We also recognise the need to understand who our vulnerable customers are and have introduced our 
‘priority customers’ initiative. Where customers register as a priority services customer, we inform in advance 

of any planned interruptions and contact them proactively when we have an unplanned interruption.  
As part of our ongoing commitment to customers, we have entered into a partnership arrangement with  

the Women’s Royal Voluntary Service (WRVS), to provide support services to the Priority Services Register 
(PSR) for vulnerable customers during power outages.

As a business, we have to recognise and understand the role we play in our communities. From this, we will 
learn how we can actively support them – financially or through the giving of our time and expertise. 

Electricity North West must keep contributing to 
the success of the local economy. Currently, we 
employ over 1,500 people across the region. We 
will be spending £24 million on recruitment and 
the training and development of new and existing 
employees over the next five years. We will also be 
investing £30 million in research and development 
and working with local business partners on low 
carbon research.

We want to continue building relationships with 
our local community by: promoting safety through 
our Teaching Zone website; improving our service 
for priority customers with new software, internal 
procedures, information and assistance; operating 
our community sponsorship scheme for employees 
to get involved with charities.

To understand our customers’ needs and views, 
our challenge is to engage with them in more 
appropriate ways, listen to what they are telling us 
and educate them in the key energy challenges we 
face as a society. We have been listening to our 
customers through an Engaged Consumer Panel, 
interviewing a sample of over 2,000 people across 
our region. Promoting links with schools enables us 
to engage young people on the energy issues of 
today and tomorrow.

We will focus on one corporate charity – SolarAid – 
but also support our employees’ charitable activities 
through our ‘Volunteer of the Month’ charity award. 
We are currently promoting our ‘two day employee 
volunteer’ initiative to encourage employees to get 
involved with their local communities.

Why it matters

Our challenge

Supporting our communities

89%

99.99%

Overall customer 
satisfaction

Reliability of supply
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We are developing our own reporting framework  
and commitments focused on the areas where  
we believe we can make the most difference. 

We will, however, continue to reference GRI 
indicators as part of our annual reporting to allow 
comparison with other organisations.

AR: Annual Report and Consolidated Financial Statements 

CFR: Carbon Footprint Report

NIP: Network Investment Plan   

CFR: Carbon Footprint Report

Electricity North West Limited

304 Bridgewater Place

Birchwood Park, Warrington, 

Cheshire  WA3 6XG

www.enwl.co.uk

Green: Not currently reported but possible to do so

Bold: Not reported and not applicable to 
Electricity North West

Global Reporting Initiative (GRI)

GRI references Inclusion Page

Strategy and analysis 1.1 Yes AR, SDS,  NIP

1.2 Partial AR, SDS, NIP

Organisational profile 2.1, 2.3, 2.4, 2.6, 2.8, 2.9, 2.10 Yes AR

2.2, 2.5, 2.7, EU4 Yes AR, SDS, NIP

EU1, EU2, EU5 No

EU3 Partial AR

Report parameters 3.1, 3.2, 3.3, 3.4, 3.5, 3.6, 3.7, 3.8, 3.9, 3.10, No

3.11, 3.12, 3.13

Governance, commitments and engagement 4.1, 4.2, 4.3, 4.10 Yes AR

4.5, 4.16 Partial AR

4.6, 4.7, 4.9, 4.11, 4.12, 4.13, 4.14, 4.15, 4.17 No

4.4, 4.8 Partial AR, SDS

Economic performance indicators EU6 Yes AR, SDS, NIP

EU7, EU9, EU10, EU11, EC4, EC5, EC6, EC7, No

EC8, EC9

EU8 Yes SDS, NIP

EC1 Partial AR

EC2 Partial AR, SDS, NIP

EC3 Yes AR

EU12 Partial CFR

Environmental performance indicators EN1, EN2, EN7, EN8, EN9, EN10, EN11, No

EN12, EN13, EN14, EN15, EN21, EN22,

EN23, EN24, EN25, EN27, EN28

EN3, EN4, EN16, EN17, EN19, EN20 Yes CFR

EN5, EN29 Partial CFR

EN18, EN26 Partial AR, SDS, NIP, CFR

EN30 Partial NIP

Labour practices and decent work performance indicators EU14, LA1, LA7, LA11 Partial AR

EU15, EU17, EU18, LA2, LA3, LA4, LA5, LA6, No

LA8, LA9, LA10, LA11, LA12, LA13, LA14

EU16 Yes AR

Human rights performance indicators HR1, HR2, HR3, HR4, HR5, HR6, HR7, HR8, No

HR9

Society performance indicators SO1, SO2, SO3, SO4, SO5, SO6, SO7, S08 No

SO8 Yes AR

Product responsibility performance indicators PR1 Partial NIP

PR2, PR3, PR4, PR6, PR7, PR8, EU26, EU27, No

EU30

PR5 Partial AR, SDS

PR9 Yes AR

EU28, EU29 Partial AR


