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What we’d like to cover today
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Engagement is really important to us

Provides us with a fuller understanding of
our operating environment

f Helps us identify and address emerging and

L changing needs

Gives our stakeholders and customers the
opportunity to hold us accountable

-

( . .
Gives us a chance to share our learning and
best practice

-

Ensures our activity is always relevant to
and valued by our stakeholders




We ACT on your feedback

Strategic
Stakeholder
Advisory
Panel

Transition to
Low Carbon

Vulnherable

Customer
Strategy

Introduced NEW and UPDATED Business Plan commitments
Established annual Regional Advisory Workshops in Greater
Manchester, Lancashire and Cumbria

Created Chief Executive Advisory Panel

In 2017 produced ‘Powering the North West’ strategy
Developed regional flexible services offering

Developed Community and Local Energy Strategy and launched
our Powering our Communities Fund to support local projects
Responded to overwhelming support for low carbon by
developing our ‘Leading the North West to Zero Carbon’ plan

Developed connections online applications service
Regular opportunities to discuss connections options
Improved time to quote and time to connect
Improved sharing of safety information with ICPs

Developed Consumer Vulnerability Fund to support to fuel poor
customers and identified over £350k of benefits for customers
Developed mapping tool to understand vulnerabilities across the
region to ensure targeted support



Let’s test the voting buttons!
What type of stakeholder are you?

Domestic customer/ consumer
interest group

21%
Housing association or similar

Business customer (or representative)
Developer/connections representative

Environmental charity or

. 0
representative 7%

Social charity or community group

14%

Local authority/ government

21%
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Where did you come from today?

56%
Greater Manchester

Cumbria
Lancashire
Cheshire
Derbyshire
Yorkshire

Other




How young are you?

61%

15-29 years young
30-45 years young

46-65 years young 33%
64+
Prefer not to say
, _ 6%

It’s my birthday TODAY! - 0% 0% 0%
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How often do we engage with you?

33%

1. lregularly attend a Stakeholder
Advisory Panel

27%

2. |l attend innovation, community
energy and connection workshops

. . 13% 13% 13%
3. lam in regular contact with ENWL
4. | have occasional contact with
ENWL
5. ltry to come along but meetings 0%
re inconvenien . o
are CoO e e t O\bq, K <\’\\. <(,$ Q\{a‘(\ GG’QQ 6{\@
. ’ \b?}\ (Q\@ *3\‘6‘ ’bé && ‘K\@\
6. lam new to this — I've have never S & S &
> .O’(\‘ N\ N (\QO s
met or contacted ENWL before & & &K 3° o
X RS N x e o
& Q& & & & &
\@} (\b .Q‘\ eo oY &
Y & & & N Q&
\ﬂe’ i o) \v\\ \‘\S \’b




Shaping how we deliver in the
future

Mark Williamson
Stay connected...

You
v| fli]O]in

www.enwl.co.uk




We distribute electricity across the

North West

5 million

2.4 million

23 terawatt hours

12



Our price control

Current price control . .
{ oeriod RIIO ED1 } Next price control period RIIO-ED2
“

We are preparing It is vital to
to develop our understand what’s
business plan for important for our
the FIVE years stakeholders so it
from April 2023 to can be included in
March 2028 our plan

13



We envisage three cycles developed in
collaboration with our stakeholders

Submit
SHAPING ... to
Ofgem

... on the detail
and presentation
of the emerging

plan

[T

...identifying
overall structure
& key themes

__—~

{ 2018 /19
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Creating our customer
engagement strategy

Ruth Southon
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To design a strategy and plan for the
customer engagement/consultation
element of our price review and planning
process.

To deliver a plan that ensures engagement,
understanding and buy-in to what we are
doing.

To avoid paying lip service to the process!
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To do this, we need to shift our

perspective

electricity

Moving from inside out...

electricity

... to outside in
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We must understand what really

matters to stakeholders

* To create better connections, we need to understand our audience at
different levels

The World

My World

Me
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We will be talking to a variety of

audiences

Internal teams
Domestic customers
Commercial customers

Hard to reach customers and customers in vulnerable circumstances

A range of stakeholder groups (You!)
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Our process...

1. Set up for success

N
W

Immersion in the
business, the category
and the challenges of
making effective
connections

Interviews
Desk research
Hypothesis
development

2. Strategy Creation

[ S

Bringing different
audiences together to
understand what is

going on in their worlds

and to create the plan
for engagement

Customer workshops
Vulnerable customer
groups

Stakeholder workshops
Commercial customer

3. Strategy

Development
| 7

Create an effective
engagement strategy
and a comprehensive
plan for delivering a
best in class customer
engagement

Research analysis
Strategy development
Plan design

Insights reporting




Phase 1

Stakeholder engagement events
Internal stakeholder interviews

Customer mapping

Phase 2
Pre-consultation customer workshops

Vulnerable customer focus groups

Commercial customer interviews

Phase 3
Research analysis

Final plan & strategy

July

September
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Session Overview

EXERCISE DURATION

Relationship building & introduction 15 minutes

Personal & professional mapping 35 minutes

Energy North West making connections — 30 minutes
exploring platforms for communications

Presenting back 15 minutes

Next steps 5 minutes
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Electricity North West business
update

Mark Williamson
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Serving the North West

5 million

2.4 million

23 terawatt hours

25



How we operate in Cumbria...

. . . Legend
Major depot locations at Barrow, Carlisle, L Tanemission (1324V) Cable
H H High Voltage Cables
Penrith, Workington and Kendal e e

— 11kV/6.6kV Cables

Directly employ over 600 people in
Cumbria and many more as contractors

Manage more than 13,000km of network
cables (underground and overground)

Manage over 13,500 substations in Cumbria

Investing over £91m in Cumbria from 2015
— 2023 on asset replacement, network

S )
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reinforcement and removing overhead lines & W& LTS
_,;,Q;k%;j;\‘wm‘ ‘Q} &) #
Make new connections and ,‘;
accommodate changing load requirements v R,
South Cumbrig Z&
Prepare for and respond to major events e

(e.g. storms) SRR



Our role is changing

= e F &

Electricity Transmission Eleckricity
genention usage

Distributed Electricity Demand side EVs & hieot
generation storage [Esponse pumps

A6 O © u

Electricity Transmission Elactricity Consumer
generatian usoge renewables
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Regional and local business updates

Our current
business
performance
including our
business plan
commitments
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Ofgem’s Annual Comparative
Performance Report

How we performed in 2018/19

Customer Environment

Reliability & Connections
satisfaction

availability

wir

Broad measure
Number of : Stakeholder
. . Time to quote of customer
Interruptions engagement . .
satisfaction

==

Business carbon

footprint HSE obligations

Length of
interruptions

Time to connect Complaints SF; emissions

Guaranteed
standards of
performance

Fluid filled cables

Key

B rerformance on or exceeding target
[ Performance uncertain to meet target
B rerformance is behind target



Our performance highlights 2018/19

*
4
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Areas of good performance

0 1 H .
e it
|
Future .p. agreed in carbon
emissions level plan launched
Network Reliability has improved by

Enhanced target to deliver ¢

29% from 2012 (target of )
35% improvement by 2023

reliability 20% by 2019)

Reduction in standard domestic tariff of 19% from average ¢
of previous price control (2010-2015)

Pricing

Significant areas of improvement this year

[ Guaranteed Standards of ]
Performance (GSoP)

[ Customer Satisfaction

Areas of challenge

Single domestic
connection time

[ Oil loss from cables J [ Pinch point remediation J [
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Stakeholders informing our Business
Plan Commitments

P
Fod
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 We made 40 promises to our customers when we agreed our
Business Plan for RIIO-ED1 (2015-2023)

e QOur Business Plan Commitments are based on 6 areas that
stakeholders told us were important

* There are now 42 commitments to report on in 2019 — new outputs
agreed with stakeholders offset by the required investment and
associated output for others having been delivered

 New outputs were agreed with stakeholders in 2018 and 2017
* Including three new commitments in 2018 to support the
transition to the low carbon economy

31



Network reliability - regional

80
70
60
50

40 -
30
20 -
10 -

2018/19 Cl Performance

. 2018/19 ——UQ

70
60
50
40

30
20 +
10 +

2018/19 CML Performance

I A A LI ST (R L S
SFE T EE T E
2018/19 ——UQ

e Qur network is one of the most
reliable networks in the country

e Customer Interruptions (Cls) track
the frequency with which our
customers are interrupted. We are
in the upper quartile in this area,
delivered through quality asset
management and significant
investment in automation.

e Customer Minutes Lost (CMLs)
tracks how long customers are off
supply when they do lose power.
Our performance in this area is in
the second quartile

Looking ahead:

We are continuing to invest to

improve performance

£29m Investment in ED1

32



Local Network Performance — Reliability

Supply interruption duration Average time between faults
In Cumbria as a whole, the average In Cumbria as a whole, the average
time you can expect to go between supply interruption duration (ASID)
experiencing a power cut is is 81 minutes - (1hr 21 mins)

1 year 3 months.

North Cumbria South Cumbria
Eden Carlise Barrow-in-Furness

South Lakeland

Allerdale Copeland

- Average time between power Average duration you can expect to
cuts. be off during power cut.

33



Have you experienced a power cut?

59%
In the last 24 hours

In the last week

n the last month

n the last 6 months

n the last year 12% 12%
)
Ages ago — | can't o I I

remember the last time | e & e

5 <
© & 6‘00 oé‘(\ C\Q}% Q}@
had a power cut RANNC S S
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How impacted are you/would you be

when you have a power cut?

] 47%
Very — | have a medical

requirement for electricity

Very — my business depends on
power and serious things
happen when it goes off

29%

24%

| can manage ok for a couple of
hours

| can manage ok for 3-6 hours 0% 0% 0%

| can manage for up to 24 hours & & § @

| don’t know — | haven’t had Qrf S A NN

one N\ & > N > Ny




Customer satisfaction - regional

90.00%

80.00%

75.00%

70.00%

Satisfaction overall now at
86.5% and our plans target
further improvement

Customer Satisfaction Scores 2018/19

L | | - - — — —

The spread of scores across
companies is narrow and we
have made significant progress
in closing the gap to mean
scores

We have focussed significant
effort in improving our
satisfaction levels in recent

Year on Year Performance

Overall Mean Interruptions Connections

WFY15/16 FY16/17 FY17/18 FY18/19

years. This continued effort has
seen an improvement in all
areas of the measure,
calculated by Ofgem.

Looking ahead:

Our business plan targets

further improvements in

Customer satisfaction

2019/20 target: 88.3%




Local performance - Customer

P
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Our contact centre is in Warrington and deals
with all Electricity North West related queries. 61,600 customers

88.1% Customer Satisfaction (CSAT) in Cumbria in C,umbria are on

for 2018/19 Priority Services
Register

We manage a Priority Services Register (PSR) for

vulnerable customers.

Vulnerabilities are classified as high, medium and
low with different service levels dependent on
the customer’s needs

We have 270,000 customers in Cumbria and
around 61,600 of these customers are on our
Priorities Services Register Cumbria Customer

_ Satisfaction Score:
We have created a Register for SMEs

88.1%




Investing £329m

across the North West in 2019/20

Local investment correlates to experienced or expected increases in
population, replacing existing assets and specific projects to cope with the
additional strain on the network.

Legend
Investment Type
North Cumbria South Cumbria
u u ) © Asset Replacement
@ Control and Protection
W X, ® Multiple Replacements
)] o~
- { { ® Overhead Line Refurbishment
} L J ©  Re-inforcement
LN @ Removal of Overhead Lines
~—n ; 7 ® Underground Cable Replacement
o> ‘ - @ Diversions
s 7
g o
s - ® &
” < g TG \
Slioth o e ¢ oa | SB ambleside |
@ a0 ¢ o 9
Wigtqn
Aspatria—, @
Jf
Mawpa% ™
& S e
W1JCockemouth
Workington \ '\
i ¢
\;. ‘ \_zKeswmk J
Ve / \° ‘;(
Wh\tehaven ® N /dj !
oh'd/ 2 e )5 %
‘\ I'd S £ Askam-ir;-F?Jrness Ulversto&
Egremont . ') ~ 0\7
~
» S @
‘/'VJ\NJ) o1 F
. 8 2
oS T~ : d
& S~ _;;" Bowness on Windermere', \
. ° > — @ @ \ L
c’/ ® b 4 f \ N b, 4
’ d;? - : ( Keﬁ ;?9‘95"9“\~\ y ur}‘%,r\‘”:\ ) [ Morecamb f sén
1 3 ® ﬁ / : \“-\\ — yd - N/ Heysham ' <5
AR TR ERY L1 VAN N
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Notable Projects in Cumbria

Harker 132kV switchgear replacement

Carlisle grid and flood prevention work

Maryport primary substation replacement

Sedbergh 33kV circuit reinforcement

Kendal grid transformer-replacement and
refurbishment

Total spend Customers
affected
£2.7m 155k
£1.9m 60k
£im 8.5k
£1.7m 19k
£1.6m 58k

Finish date

March
2023

October
2019

April
2020

October
2019

October
2020
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Removing overhead lines

*  We are removing overhead power lines in designated areas where they
are identified as having a significant negative visual impact

* Since 2005 in conjunction with representatives of National Parks and
Areas of Outstanding Natural Beauty.

* Also supporting two Heritage Lottery Fund
projects in Cumbria

Lake District 5.1km 9.4km 25.0km 39.5km

North 2.5km 1.9km 2.0km 6.4km 0.8
Pennines

Solway Coast 2.4km 0.0km 0.0km 2.4km 0.3
Yorkshire Dales 0.0km 7.0km 1.0km 8.0km 1.0

Cumbria Total 10.0km 18.3km 28.0km 56.3km 6.9
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Transition to low carbon
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Decarbonisation - we’ve listened to and

acted on stakeholder feedback

DSO conference
December 2017

Engagement for
Community and
Local Energy
Strategy

Strategic and
Regional
workshops
2018/19

Support and
challenge from the
Sustainability

Advisory Panel

70 participants helped us to shape the Powering the
North West’s future document describing our vision for
decarbonising the North West.

Development of our strategy was informed by

stakeholder engagement including:
e 8interviews with community and local energy groups
* 2 independently facilitated engagement events (Kendal and
Manchester Nov 2017);
e call for evidence and online questionnaire.

112 stakeholders attended strategic and regional events
Strategic Event confirmed support for 3 new Business
Plan Commitments relation to carbon reduction in 2018
Transition to Low carbon and energy efficiency a top
stakeholder priority

Advisory Panel reviewed and helped to shape the
Community and Local Energy Strategy and our plan
Leading the North West to Zero carbon

They will hold us to account.
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Our Plan — ‘Leading the North West to

Zero Carbon’

Leading the
North West to
Zero carbon

‘electricity

We will play a crucial part in leading
and enabling decarbonisation across
the North West

Investing an additional £63.5m in the
next four years:

Supports Greater Manchester’s
ambition to be carbon neutral by 2038
and is in line with other councils
responses to climate emergencies.

or

43
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mailto:zerocarbon@enwl.co.uk

Making it happen

We have committed to a carbon budget to meet zero carbon by 2038 for
our own carbon emissions - 10% year on year decrease in emissions

 Have become the first carbon literate distribution .
. o Carbon Literacy
network operator in Great Britain Project

 Developing a new strategy to reduce emissions from
network losses as far as practicably possible by 2038 ﬁié'i@ﬂﬁéiéfi

* Developing carbon neutral depot and substation trial

* Reducing carbon emissions and fuel poverty with Smart SMART STREET

Street (network voltage management) roll out

 Developing new initiatives to support carbon
reduction activity in our communities

* Enabling our customers to connect low carbon
technologies to our network and facilitating
the transition to a low carbon economy




Before today had you heard about our

low carbon commitment?

60%
1. Yes

2. No

40%

Yes




Will your organisation be impacted by

the low carbon transition?

1. Yes we are at the forefront of 55%
developing / installing new
technologies

2. Yes we will be impacted by other
organisations actions and will adapt

accordingly
18% 18%

3. Yes we are doing our bit
4. We want to speak to ENWL about
how we can work together
& S

5. We want to do more but don’t

& 6‘0\\
know how &
KN >
QS\Q’ \<;\Q fé.&@
< 2
6. lam notconcerned aboutit & & &
S <




Making sure no-one gets left
behind — social data mapping

of vulnerability
Stay connected...
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Social Data Mapping Tool

* The tool that we have implemented is a
heat map of the North West Indices of
Deprivation within a Lower Super
Output Area (LSOA)

NEWCASTLE
UPON TYNE

* The LSOA are designed to be similar in
size by 1,500 residents or 650
households

* The Indices focus on factors affecting:
* Income
* Employment
* Education / skills
* Health and disability
* Barriers to housing and services

LEEDS

LIVERPOOL

B  Sheffiold
| §

* Living environment
e Crime Chester

48
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Fuel Poverty

ENWL Social Indica Map

Map Controls

Opacity

Show Local Authorities on map

[ Show postcodes when you click on LSOA

Showing 3112 of 3112 LSOAs

300

200

T
0% 2% 4% 5% 2% 10% 12%

# Fuel poor households

200

~ Dwellings without a mains gas connection

300
200 Il

>

(¥

Allendale
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Detail of the Area

Drilling into an area

you can see here the

pOStCOd es affected Copeland 005F %

LSOA Copeland 005F

LSOA code E01019301 MoreRvEst
Local Authority Copeland
T h e d a r k b | u e Postcode Sectors CA289
AAAAAAAAAA
. . .
indicates a high
Estimate of total PSR eligibility 46 @ L NI UUCREST
factor of the opanion
. Total number of PSR recor ds 278
Se I eCted to p I C Estimate of PSR gap (between 268
eligibility and number of records) K
Under 5 years MA%©@ 0 N T AL e LR Y R . BowTE
M Under 16 years 25.5%
In this case fuel
Over 65 years 11.5%
pove rty at 22 .4% Over 75 years 4.3%
M
Over 85 years 0.8% : /
Fuel poor households 22.4%
1 Dwellings with i 21.6% -
This also shows you | ot iesseies fﬂ

the total eligible and Gt =

Dwellings rated in EPC bands EFG 7.6%

thegap ~rmmmmmmmomooo W
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Air Pollution

Dumfries

ENWL Social Indicator Map

A= Gretna
New Abbey i gy
Map Controls Export ‘ ) ‘
— Dalbeattie Bramptor
Opacity CARLISLE
— Silloth
wWigto
[[] sShow Local Authorities on map Yoo
[[] Show postcodes when you click on LSOA sary
Penrith
Showing 3112 of 3112 L5OAs Clear Filters Workington
Keswick
~ Whitenaven
Cleator »Or
~~ Air pollution index o A
(high score = highest levels of pollution) Hd
Ambleside
250
200 Mindermers
150
Kenda

100

Carnforth

el
Morecam DEsgs

Allendale

Alston

Sedbergh

Kirkby Stephen

Hawes

Hexham

Stanh

B:
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Electricity North West Data

P
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Electricity North West have combined the Priority Services Register
data so that we can by area focus on the strategy to increase awareness
and uptake

The data currently shows that over 1.6 million people in the North West
could be registered on the Priorities Services Register

Currently there are 844,000 members of the Priority Services Register
Next steps are to cross reference this data with our electricity network

data to design network improvements focusing on communities that
may be unduly impacted through an immediate loss of supply
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Did you know about our Priority

Services Register before today?

. . 42%
Yes, but its not a service | need

now

33%
Yes, myself or a friend or family

member are registered already

Yes, | actively promote it to

vulnerable customers 17%

Yes, but | haven’t got round to

registering yet 8%

No, its not something | need right

now 0% 0% 0%
H ) ) QQ < 6\\- \\\} -~ <O ." b_( o (\Q,‘.. Q\O

No, didn’tknowyouhadone-lll & & o5 &% & o

. R4 o N » < ®

N > 2 4 N N
register now. & & & & ¢
X > Q*\O Q- @é S
No ®© O Q NS 9 N
3 L & 3 A &
O . N \ Q X o
@ @ 4@‘9 ‘\?’%\ ‘%0\ Q




Could this data be useful to your

organisation?

1. Yes

2. Yes, can we work
together

3. No

23%

8%




Table discussion

How you
could use
this data?
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Who we are, our performance We will collate feedback and
and how stakeholder produce a feedback document

engagement informs our @ by the 6t September on our
decisions and decarbonisation website

You are welcome to pick up
the phone or contact us at any
point on the topics we’ve
talked about today

How to use the customer
mapping information to
support vulnerability

What's important to you and
how we continue to engage
into the next price review
period

Please talk to one of our
colleagues
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Thank you
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