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Housekeeping

Mobile phones Breaks
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Voting buttons, table discussion
and Q&A

Fire alarms



What we’d like to cover today
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Welcome

Mg What Electricity | Making sure
Intro 5;” € Bmattersto Lunch North West | no-one gets Q&A
regulatory you update left behind
process

Speak to us throughout the day

Community and

Connections Customer Local managers
Local Energy



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 commit to respond to all of the
issues you raise




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?

1. Domestic customer / consumer interest group 19%  19%19%
2. Housing Association or similar

3. Business customer (or representative)

4, Developer / connections representative 10%

5. Environmental charity or representative

6.  Social charity or community group

7.  Local Authority / government

8. Academic / educational institute

9. Utility representative (gas, water, electricity)

10. Other




Where did you come from today?

1. Greater Manchester
2. Cumbiria
3. Lancashire
4. Cheshire
5. Derbyshire 13% 13%
9%
. 6%
6. Yorkshire
ll 0% 0%
o
7. Other & @ @ @ @ @ &
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How young are you?

47%

1. 15-29 years young
2. 30-45 years young 24%
3. 46-65 years young
4. 65+
5. Prefer not to say Pl
6%
6. It’s my birthday TODAY! 0% 0%
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How often do we engage with you?

1. Iregularly attend a Stakeholder Advisory

Panel or expert panel
2. | attend innovation, community energy and
connection workshops
22% 22%
3. lamin regular contact with ENWL 17%
4. | have occasional contact with ENWL
5. |ltry to come along but meetings are
0% 0%
inconvenient _ _ -
N o \ R
S & &s‘%\ P &
. > O X N <
6. |am new to this — I've have never met or &ﬁ o 0@" S QQ;O"’ A
N 30 fS‘(J .oorb N &-\c)
contacted ENWL before NOEIRC I S A N
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Shaping how we deliver in the
future

Paul Bircham
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We distribute electricity across the

North West

5 million

2.4 million

23 terawatt hours

£12.3 billion assets, including 56,000km of network

We invest £1m in the network every day

19 grid supply points; 96 bulk supply substations;
363 primary substations; and 33,000 transformers

We are a regulated monopoly
Customers cannot choose their network company

12



Our price control
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{ } Next price control period RIIO-ED2

For Electricity We are preparing It is vital to
North West, our to develop our understand what’s
current investment business plan for important for our
and price control the FIVE years stakeholders so it
run until March from April 2023 to can be included in
2023 March 2028 our plan

13



We envisage three cycles developed in
collaboration with our stakeholders

Submit
SHAPING ... to
Ofgem

... the content and

: . emerging priority ... on the detail
...identifying .
Il struct areas and presentation
OVerail structure (making choices and of the emerging
& key themes trade-offs between olan
pricing, investment

and cost)

__—

[ 2018 /19 2019/ 20 } [ 2020/ 21 }
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Creating our customer
engagement strategy

Ben Hayman
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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

* |nternal teams
e Domestic customers
e Commercial customers

e 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
groups
Stakeholder workshops
Commercial customer

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

August

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

22



Break

Supporting
community

& local
energy

Supporting
vulnerable
customers

Supporting
connections

Local issues

tay connected
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Electricity North West business
update

Martin Deehan
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Serving the North West

5 million

2.4 million

23 terawatt hours

£12.3 billion assets, including 56,000km of network

We invest £1m in the network every day

19 grid supply points; 96 bulk supply substations;
363 primary substations; and 33,000 transformers
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How we operate in Lancashire...

. Legend
Depot locations at Blackburn, — Transmission (132kv) Cables
Preston, Lancaster, Morecambe O acy ot

— 11kV/6.6kV Cables

Directly employ over 700 people in

Lancashire and many more as contractors &\T
Manage more than 56,000km of &%
network cables (underground and ,,-..,,,6‘"’,.
overground) Bk s s S

Manage over 10,000 substations

iees | 1o
ARG e;-
B :‘.’;GE.

o,
M“hﬂtﬁi "
B \}

Investing over £52m in Lancashire

®

from 2015 — 2023 on asset R

replacement, network reinforcement 6.8
Make new connections and &‘".

: S
accommodate changing load EIPR Se
quirements VAN
\ & LB

Prepare for and respond to major | P~

events (e.g. storms)
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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

Our planned
investment this
financial year

New activity for
period to 2023
(remainder of

RIIO-ED1)
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Ofgem’s Annual Comparative
Performance Report

How we performed in 2018/19

Key

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



Our performance highlights 2018/19

*
4
*‘ 'C L
’r'v‘l EEE =

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

Leading transition to
DSO

Enabling electric
vehicles

Community & local
energy

31



Network reliability - regional

e Our network is one of the most

Reliability reliable networks in the country
Reliability &
availability 2018/19 Cl Performance  Customer Interruptions (Cls) track
0 the frequency with which our

70
60
50
40 -
30
20 ~
10

customers are interrupted. We are
in the upper quartile in this area,
delivered through quality asset
management and significant
investment in automation.

. 2018/19 ——UQ

e Customer Minutes Lost (CMLs)

2018/19 CML Performance tracks how long customers are off

70

60 supply when they do lose power.
" Our performance in this area is in
] the second quartile

Looking ahead:

We are continuing to invest to

. 2018/19 ——UQ

improve performance

£29m Investment in ED1
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Local Network Performance — Reliability

Supply interruption duration Average time between faults
The average supply interruption The average time you can expect to go
duration (ASID) is 97 minutes — between experiencing a power cut is
(1hr 37 mins) 3 years 3 months

East Lancashire West Lancashire
Ribble Valley Pendle Wyre Blackpool
Burnley Rossendale Fylde Preston
Blackburn with South Ribble Chorley
Hyndburn

Darwen
D G D G
4 years @ 4 years

West Lancashire

@ 1 years

Average time between power cuts

Average duration you can expect to be off during power cut

33



Have you experienced a power cut?

64%

1. Inthe last 24 hours
2. In the last week
3. In the last month
4. |n the last 6 months -
5. Inthe last year 1% I
4% 4%
’ Q
6. Agesago-—Ilcant % &
remember the lasttime | o & & & &
o & @ &
had a power cut & SR \rb‘?"‘b © &
\Z O = 2 N\ -
\(55\ A \Q \(\K\S\ \g’a‘o




How impacted are you / would you be
when you have a power cut?

41%

Very, | have a medical requirement for electricity

Very - my business depends on power and serious 31%

things happen when it goes off

| can manage ok for a couple of hours 17%

| can manage ok for 3-6 hours

7%

| can manage for up to 24 hours

| don’t know — | haven’t

had one

35



Customer satisfaction - regional

Customer Satisfaction

Customer
satisfaction

Customer Satisfaction Scores 2018/19

L | | - - — — —

Year on Year Performance

90.00%

80.00%
- l .
70.00%

Overall Mean Interruptions Connections General Enquiries

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

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

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
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
Fod
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Our contact centre is in Warrington and deals
with all Electricity North West related queries. 296,000 customers

in Lancashire are on
87.7% Customer Satisfaction (CSAT) in Lancashire Priority Service
for 2018/19. 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 296,000 customers in Lancashire are on

.. . ) Lancashire Customer
our Priorities Services Register Satisfaction Score:

(0)
We have created a Register for SME’s 87.7%




Investing £329m

across the North West in 2019/20

Investment broadly correlates with experienced or expected increases in
population density, existing assets requiring replacement and specific projects
to cope with the additional strain on the network.

East Lancashire West Lancashire

Legend

Investment Type
Asset Replacement
® Control and Protection
® Multiple Replacements
® Qverhead Line Refurbishment
Re-inforcement
Removal of Overhead Lines
® Underground Cable Replacement
* Diversions

38



Notable Projects in Lancashire

Ribble to Wrightington and Higher Walton
high pressurised cable

Padiham 132kV switchgear replacement

Blackpool overhead line refurbishment

Burnley and Lower Darwen high pressurised
cable replacement

Avenham primary substation replacement

Total spend Customers
affected
£8.2m 29k
£9.3m 140k
£900k 8k
£4.8m 30k
£1.7m 3k

Finish date

March
2021

March
2023

March
2022

March
2023

39



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.

41



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

42
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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@ﬂﬁéiﬂi

* 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 N R
the transition to a low carbon economy 43




Before today had you heard about our

Low Carbon commitment?

76%
1. Yes

2. No

Yes

24%

é:ll X

44



Will your organisation be impacted by

the low carbon transition?

1. Yes we are at the forefront of developing

/ installing new technologies
30%

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

accordingly
15%

3. Yes we are doing our bit 0% 10%

4. We want to speak to ENWL about how
we can work together 0%
5. We want to do more but don’t know PN R
& ,bc’}?’ {\Qoo 0‘9 ®‘0\} @5
< N © < N
how &.ag\?" Q;\‘d‘\Q ’S\Q_.bo Qe? 0@0 \(\\(\QO\
. & 4:\\\\\0 W < ’ &&Ob o@é}-
6. Its not something I'm concerned ¢ ¢ & & & «°
..\Qfo ._,\Q;GJ $® {&Q; 57'(\
A\

about right now




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

of vulnerability
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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:
* |ncome
* Employment
* Education / skills
e Health and disability
e Barriers to housing and services

LEEDS

LIVERPOOL

B  Sheffiold
| §

* Living environment
i Crime Chester

47
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Fuel Poverty

T

Furness

ENWL Scocial Indicator Map

M T Settle
orecambe ‘;..1
H hi
Map Controls Export | eysham LANC{Q_._‘STER
Opacity
o |
[0 Show Local Authorities on map
[ Show postcodes when you click on LSOA FlagFaain
g,&_l" Earby
X Garstang
Showing 3112 of 3112 LSOAs Clear Filters
Thoraton -
Clitheroa
N
SR Colne
Poulton:le ]
~ - Fylde
:‘rg{g 3 Longridge
Blackpool
~ Over 85 years
0
Kirkharm g ]
“'L.'"é
# Fuel poor households [ @] e eSS
Annes
Todm
= Haslingden 3 "
200 Danven & ¢ B Al
Liylaﬂd ) ’
100 Whitworth
IIII Southport Ehorley Ramsbottom :
o ! | X I.I..II--I__\,_____I o T ]
0% 5% 10% 15% 20% 25% 30% LR,
Rochdale
. £ S
Horwich . i Bury:
2= ey RN i A A
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Detail of the Area

* Drilling into an area
you can see here the
postcodes affected

 The dark blue
indicates a high
factor of the
selected topic

* In this case fuel
poverty at 30.9%

* This also shows you
the total eligible and
the gap

ENWL Social Indicator Map

Blackpool O10E >

LSOA Blackpool D10E
LSOA code EO1012737F
Local Authority

Poskcode Sectors

Blackpool

FY19|Fr13|Fy11 _

=5
¢—

Expork LSOA data =

Estimate of total PSR eligibility 511
(population)

Ly
Total number of PSR recor ds 360 ’&
Estimate of PSR gap (between 151 ’\ "
eligibility and number ofF records) _«?

Under 5 years 5.8%
Under 16 years 18.2%
Owver 65 years 15%
Over TS5 years 5.9%
Owver 85 years 1.3%
Fuel poor households 30.9%
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Air Pollution

ENWL Social Indicator Map (i )

Map Controls

Opacity

[ Show Local Authorities on map

[[] show postcodes when you click on LSOA

Showing 3112 of 3112 LSOAs Clear Filters

0
0% 2% 4% 6% 8% 10% 12% 14% 16% 18%

. People whose health condition limits o
activities a lot
200
150
100
50

0
0% 2% 4% 6% 8% 10% 12% 14% 16% 18% 20% 22% 24%

. Air pollution decile C,
(10 = higheskt levels of pollution)

(W]

Todmorden
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Electricity North West Data
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e 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

e 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 Priorities

Services Register before today?

1. Yes—-Dbutits not aservicel need now 39%

2. Yes —myself or a friend or family member

are registered already

3. Yes -l actively promote it to vulnerable
17%

customers
13%
) . .
4. Yes—but | haven’t got round to registering 9% 9% 9%
- II I I ]
5. No-its not something | need right now “
@\." %0
6. No-—didn’t know you had one — I'll register & \qf\b @6‘ °§- \@‘*" 0§
X > Q‘\o <‘\& .(Qé}‘ Q\\\
NOW %{\o s,\c)‘ Q}\\ ’?}“‘Q’ O o
\),\'{k ‘\")e 'Z.,:Q¢ \,\\(\ (\O (‘\\'
/\0 /((\ /\’b /‘0\} /"—‘9 b_\b

7. No & @ @ @O O




Could this data be useful to your

organisation?

1. Yes

2. Yes —can we work
together

3. No

10%




Table discussion

How you

could use
this data?

How should
Electricity
North West
use this
data?

Could you
help us to
identify and
work with
vulnerable
customers in
our
community?

N

4
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FINAL QUESTION

What would you like to discuss next time?

1. Regional and local investment 28%
2. Consumer vulnerability and 22% 599
customers services
17%
3. Update on transition to low carbon
4. Balancing future investment and
customer bills con oo
5. Balancing future investment and I I‘
0%
regional development .. C e o
& 0 & & &
. . QA xS X0 xQ 22 X
6. Connections services &S &
(\E)\O(J A&{\e &a& K\)S‘QJ &0& ,\\ef’ \@%&

7. Other (make sure youtellus) & & & & 9°Qk\<°'°
Q




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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