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Our plan for a greener, more prosperous and more connected North West

We know from speaking with thousands of our customers and stakeholders to develop this plan, that lots of
different people are interested in what it says. Having engaged througdnaparent process shaped by
Odza Gt 2YSNJ FyR adlk {SK2ft RSN AyLlzi F2NJ G6§KS LI ad Gg?2
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for everyone.

2 S Qwdriien this plan for customersnd stakeholders. 5 g KSG KSNJ 8 2dz2Q@3S 0SSy Ay
yet or not, we hope you find the right level of detail, explained clearly and simply, so yaomme to
share your views with us.
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1. Welcome to our drafplan

1.1. A few words from our CEO

It gives me great pleasure to introduce aarlydraft business
plan for the period 223-2028for consultation

This is the first public draft of our plan, prior to submitting ¢
updated version to our regulator, Ofgemn 1 July for review
by their independent Consumer Challen@eoup.

,2dzQf £ FAYR UKI (-ad2adebdthankéRol 48
your input so fay offering an exciting and ambitious vision fc
our region.

The plan has been informed by more thaB,000 interactions
with more than18,000 customers and stakeholdéosdatec by
far the largest and most faneaching casultation exercise we
have ever carried out.

LQY AYONBRAOGE® INFGSTFdA FT2N GKS SySNHeX SyGKdzaAAl
throughout a tumultuous 2020. The pandemic meant we had to adapt our original consultation programme,
moving events online, and asking our participants to stay engaged in the process, even as their own lives wi
overtaken by many competing demands.

2 AG0K GKIFG FY2dzyd 2F Sy3ar3asySyd AGQa LISNKIF LA dzyad
saome areasThe challenge of delivering stretching environmental ambitions on net zero while keeping bills
f2¢6 YR YIF{Ay3a addz2NB 6S R2y Qi S @S Fyez2yS -6fSKAYF
based orcustomer and stakeholder inpurt section 45 and | look forward to hearing your thoughts on

whether or notyou thinkwe have got the balance right.

Our research has shown that 80% of customers are willing to pay an additional £9.80 to achieve timambit
proposals in this plan. However, that means 20% of our customers are not. We have worked hard to find a
solution and through innovation and efficiencies, we believe we can deliver that high level of investment in
the network for just a £2.1#er yearaddition to an average household bi¥ou canread sreonK 2 ¢ 6 S QN
1SSILIAY3I OdzaG2YSNBQ oAffa a €26 a4 LI2aarAotsS Ay 2

The resulfrom all this workis an early draftplan thatl believe wilhelp faciitate a greener, fairer, more
prosperous and more connected future for our regionK SNE Qa &2 YS (i KA yhdpe foAWl S@S
find it an nteresting and accessible read.

Having consulted on key appendices in March we are nput#ishing them athis stage as we continue to
work to update them for our next version of the plan

This is aonsultationand we would like your views. @érticular notewill be section 5 on what we propose to
deliver. These proposals are based on more than two y&faagagemenbut we still want to hear your

1 https://www.ofgem.gov.uk/publicationsnd-updates/ofgemsetsindependentpanetchallengenetwork-company
businessplansnext-price-controls
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thoughts on them as we continue to refine the pl&ke have listed some questions as a guide below, but
please do comment oany part of the plan you wish.

This specific consultation will close on Monddylay so that we can incorporate feedback into our 1 July
submission to Ofgem. We will accept feedback beyonddae, butOl y Qi 3 dzZk NI yG§SS G KI
our July submission.

hF3ISYQa /2yadzYSNI / KIFffSy3aS DNR daplag before waiskbinifa fial &S
GSNBRAZ2Y (G2 h¥3aASY 2y M 5SOSYOSNE a2 ¢SQtt 0SS 02yl

Sndyourcomments tostakeholderengagement@enwl.co.okgo towww.enwl.co.uk/engagementhub

Thank you for your interest.
Peter Emery

Chief Executive Officer
Electricity North West

1.2. Keysections andjuestions to consider as you read tpian

You can fdbw our suggested questions belawsection 1.2.20r feel free to dip into any part of the plan and
comment on as much or as little as you like.

If you only have a few minutes or are only interested in one aspect, please focus @rathBtedback is
welcome.And if you need any help, drop us an emastakeholderengagement@enwl.co.uk

1.2.1. Where do | start?

28§ R2y Qi SELISOG SOSNR2YyS (2 KI ¢8utwiekBgedrdustart witlRourNS |
summary in section 2 to give you an overview of key areas

As well as using thquestionslisted below, here are links to key sections yoan dive right into

| SNB @& 2hizQdvdn pribrityyareathate 2 dzQ@S (2f R dza (2 F20dza 2yY
pPmdm aSSGAYI OdzaG2YSNRQ ySSRa

5.1.2 Supporting electricity users in vulnerable circumstances

5.1.3 Delivering a reliadlnetwork

5.1.4 Building a resilient network

5.1.5 Keeping our communities safe

5.1.6 Leading the dith West to net zero

5.1.7 Our direct environmental impact

=4 =4 -4 _a_-_a_92_2

Here are ouplans for distribution system operation (DSO):
T 6.1.2 A new world of distribution system operation

Andthis ishow the plans will affectqu as a bill payer:
7.1 mpact oncustomerbills
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1.2.2. Key questions

LT &2dz KIS wmn YAydziSax
1. Is the content understandable and accessible?
2. Did you find what you expected?

3. Is anything missirigy

4. Does the plan offer value fanoney ata £2.14a yearincrease oraverage domesticustomer billso
deliver theproposal® Seesection 7for more detail.

If youhave 30 minute$ I & | 62 @S> LJX dza o X
5. Doyoufeell y& FSSRol O s&hearidySeflcatadd $hy prapmsalsk |
6. Does anything need additional explanation or context?

7. Does the content strike the right balance to meet the requirements of customers, stakeholders, Ofgem
and shareholders?

8. Is the plan ambitious enough?
9. Havewe demonstrated how we have used robust and kigfality engagement to inform the plan?
If you have anhourormoré & | 62 @S5> LJX dza v X

10. Do you support our progpsed Consumer Value Proposition on Smart Stiresection 5.45Bhould this be
even more ambitious?

11. What do you think of the individual proposals in section 5? Bearing in mind both the cost to customers al
the benefits of each proposal, in short for each, do you think we should be more ambitious, less ambitiot
keep the proposal as it is or dropfiibm our plans?

122 SOQR fA1S FdzNOHKSNJ AaLISOATAO FSSRolFO]l 2y GKS ¥F2¢
acceptability testing survey carried out with customers and stakeholders earlier thidyearS Q@S & LI
into three categories of cismer, network and environment, so that you can focus on those that are of
most interest to you

Customer

5.1.2.1Collaborating more closely with other utilities to support custanie vulnerable circumstaes We
want to know if you think we should do more in this popular area, asd,ifvhat?

5.1.2.2Doubling investment in referral network3o you think we need to be more ambitious or less
ambitious with thiproposal?

5.1.2.7Developng new customer advisory paneldave you been involved in any of our existing panels? What
do you think about having more of them? If we did, how should we split them? By regiorn, tigge of
customer etc?



Network

5.2.1.1Improving network healthBusinesses and stakeholddraveasked if we could do morie this area
2500S FRRSR Ay a2YS RSGI At 2 (itdfesgood @lue?2 dz2f R R2 (K

5.2.1.5Improving reliability for those in vulnerable circumstant®es haveadded more detail to this popular
LINR LR Al F2ff26Ay 3 FSSRO I Olandpr@poss taDM,000 bf o 236,800 NHzy
customers in the most vulnerable circumstances should benéefit, but should we be more ambitious?

5.2.2.2Improving our management of trees near overheaddifneS Q @S | R Rcf Rorehayfibitious Y dz
target for replacing trees that we cut down. Do ysupport this ambitiof?

5.2.3.1Making high rise buildings saférhis wageally populaiin our acceptability testing should we be
more ambiious with it?

5.2.3.2Delivering afety campaignsDo you agree with us running these types of campaigtts partners
and do you have thoughts on the extent of such campaigns and how we could measusitiogiss?

Environment

5.3.1.1Helping customers embrace low carbon technologieS§ Q@S dzLJRIF 6§ SR G KS LINE LR
to askwhether we should continue to cover the costs of connecting low carbohrtologies (like solar panels,
electric vehicle chargers, or heat pumps) to the network through bills, rather than charging individual
customers?

53.15¥! yf 22 LAYy 3Q Odza (. veO3adied maghibrSatibnaidichiiiext t6 this proposal
and increased the ambition following feedback. Let us know what you think about the updated proposal.

5.3.2.2Managing oiffilled cablesFollowing feedback, wikave changed our measurement target from length
of cable replaced, to reducing the amount of oil that leaks from thBoes this additional information help
you to decide what our level ofhabition should be in this area and if it represents a good investthen

5.3.2.6Making our sites a haven for wildlif¢ KA & g1 & | NBFff & L3 Lz I NJ LINZ |
views on how we can nka the most of it.






2. A summary of our plan

2.1. A networkii K Ififif6é the future

It currently take$7,000 kilometres of undergrounchbles anaverhead linesand more than2000
colleagues to power the 2.4 million homes and businesses we serve in the North West of England.

Over the next decade, the demand on this vast, cbheaped network of cables, people and machinery is set to
intensify.

The UK is now on an accelerated path to decarbonisation. By 2050, we will be a net zero economy. But to g
there, the Government is targeting a 68% carbon reduction by 2436t nineyears from now.

This has major implications ftorcal electricitynetworks, with more and more people due to switch to electric
vehicles and increase their reliance on electricity for heating, leisure and work. And our customers expect us
to be ready foithese changes.

In response, we are proposing to invedt73bnin your network between 2023 and 2028. The money will
ensure the network has the capacity to keep pace with the uptake of electric vehicles, economic growth and
the increase in renewableatdtricity generatioras well as reducing power cuts and supporting our customers
where they need us most.

We are making three bold, ambitious headline commitments based on what our customers and stakeholder:
have told us they want:

Headline commitment#1: Customer:We will deliver a 9/10 level of customer service and also provide
additional support to electricity users in vulnerable circumstances and fuel poverty, removing barriers tg
ensure that no one is left behind.

Headline commitment#2: Environment: We will investio support all the requirements of our region to
deliver a net zero futuréor everyoneand we will drive the transition towards local net zero targets, following
a path to making our own operations net zero by 2038.

Headline commitment#3: Network: We will reduce the number of power cusid the average time people
are without powerby 20%. The average number of power cuts per customer will reduce from one every four
years to one every five years and average time off supply will doop 25 to 20 minutes a year.

We will deliver these commitments with our nearly £2bn investment, a 49% increase in expenditure on ED1,
while keeping bills low with just a proposed £2.14 increase to an average household electricity bill.

We recognise thathiese are difficult times. Even without a global pandemic and a recesimate dhange is
forcing so much changeustomersand stakeholdersvant to make sure that we support those in our society
who are in themost vulnerable circumstances as well asifig tough environmental targets anchprovingon
whatthey see as our fundamental roleeeping powe on and minimising power cuts.

In short, wewill be ready for the futureandwg A f £ LINE @A RS | adGNRy3 F2dzyRI
ambitions.
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2.2. Supporting communitgnd locakenergy projects

The green agenda will see more commusatyned, renewable energy projects take shapend our
customers and stakeholders want us to support them.

CKIGQa gKeéx FTNRBY HAHOZI yeabSgrantXof domniini® ehérd@r§iects, syatvas Y A £ f
neighbourhoodowned wind, solar and hydro projects.

We will also make it easier for households to adopt new, energy saving technologies, by providing a free
I RGAOS &ASNIBAOS | yR éséwherdayitiglepidpeyfics@hare té sdBeRrabieSaNdZakie O
therefore currently restricted in what they can do.

And we will continue to reinvent ourselves as an organisatiyhz Ay 3 FNBY | Wi2L) R25
role is simply to look after aased network, to a facilitator in a more democratic electricity landscape,
G2NJAYy3 gAlGK f20Ga 2F 20t 2NHFyAalGA2ya G2 3SH

2.3. Making sure vulnerable customers are not lefhind

Our stakehalers have warned us that Covl® will almost certainly increase the number of customers
impacted by transitory vulnerability, both now and beyond 2023.

Theyalsowant us to do even more to help alleviate fuel poverty and to make sure that customerar&ho
already economically and socially disadvantaged are not left even further behind as we change the way we
live, work and travel in response to the climate agendla hear this caknd are responding.

We will make £2 million per year available to wauith trusted partner organisations, to support the 250,000
customers in our region who are in fuel poverty, by 2028.

We will launch a new £250,0@Mhnualfund to remove barriers that prevent the take of low carbon
technologies such as electric vebigland solar panels, with the money targeted at struggling households.

2 SONB LINRP LR aAy3a G 2StrééPSmértechradigy ® d28,000JustomSrs iNdisgd¥antaged
neighbourhoods. Thigchnology continuallynakes smalladjustmentsto local retwork voltage to reduce
electricity usage and bills, without affecting customer appliancesisour first specificcustomer value
proposition.

We will grow our Priority Services Register even further from the 1 mpkaplewe already help, ensuring
everyone eligibldnas the opportunity tgoin, andincreasingnembership so thad minimum 0f60% of elgible
customers are registeredVe will work more closely with other utility providers, with whom we share the
same customers, to make sure we offermgoinedup support.

And we will double the amount we spend partnerreferral networks to £500,000 a year to establish
partnerships with organisations with specialist skills to help our customers who need it most. We recognise
the opportunity wehaveto help and will refer customers to these services to ensure they get the support they
need.

2.4. Improving customer service

Customers have told us they want us to continue to evolve our service axhieved/10 for customer
satisfaction

11



We will maketieven easier for customers to get in touch, by enhancing our online services and making it
easier to get through on the phone by increasing the size of our team.

Businesses will receive dedicated support through our expanded business register fondhelivece in the
event of power cuts.

2.5. Balancing bills with ambition

Affordable bills have always been a priority for our customers, but they have told us they are willing to pay a
bit more for an ambitious plan that meets their needs.

81% of customes have told us that they would accept a £9.80 increase to our part of their bill to get the level
of service they wantWith the longterm impacts of Covid9 unknown, and with 2.1% of people in the North

West in fuel poverty, we believe we must rise ke tchallenge and delivéne bold and ambitious
commitments in this draft plan foeks than that.

Through innovation and efficiencies, we believe we can deliver a significant benefit to customers in terms of
investment, while still keeping bills lowith just a £2.14 addition toraannual average household bill

WeQNB 1SSy (2 KSFENJAT @2dz KAyl GKFG ¢S KIF@S 320
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Ourcurrent price control runs fror20152023 and isknown as RIIED1(Revenue =nicentives + Innovation +
Outputs Electricity Distribution L Our next price control, which is the subject of this plan will run from 2023
2028andis known aRRIIGED2 We will refer to these periods as ED1 and ED2 for short throughout this plan.

So farin EDIwe have consistently delivered for customerge are proud to have delivered industisading
performance acrosarange of outcomes for customers and stakeholders. This has teeeqisedby Ofgem
in successive versions of their anntgort which identifies Elecicity North West as the onlglistribution
network operator (DNO) to consistently deliver high performance across pittbes:

Connections ustomerservice [Environment Safety

16-17-18 19 16- 17- 18 19 16- 17- 18 19 16- 17- 18 19 16- 17- 18 19 16- 17- 18 19
17 1819 20 17 18 19 20 17 18 19 20 17 18 19 20 17 18 (19 20 17 18 19 20

Comparative DNO perfonance

3.1. Keeping our commitments

When we developed our ED1 business ptar20152023, we made more than 4@eaciiic commitments to
customers. These commitments covered the broad areasfafty, reliability, customer, connections, social,
and environmaet.

We have reported on our progress agaitis¢secommitments each yeashowingtransparency enabling
customers and stakeholders to hold us to account and enabling them to challenge us on progress.

Our 2020version of this ED1 business plan committseeport* shows that we continue to deliver ahead or
on track againsthe majority ofcommitments and that where we have identified any tracking behind target,
robust plans are in place to raethem.

2 Data taken from Ofgem annual reports. Data not included fo2Q%s not included in19/20 annual report.

3 https://www.enwl.co.uk/aboutus/requlatoryinformation/businessplan-commitmentsreport/

4 https://www.enwl.co.uk/globalassets/aboutis/requlatoryinformation/documents/businesplan-committments:
report/businessplan-commitmentsreport-2020. pdf
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3.2. Delivering social obligations and customer servic

3.2.1. Stakeholder engagement

We developed our ED1 plans through robust stakeholder engagement and haverhenbgagement
programme assuredgainstAccounibility best practice standardsach year since 2013. This shows that our
development and delivery ofcéivities throughout ED1 was done with quality stakeholder engagement at its
heart.

We launched our first ever stakeholder satisfaction survey in December 2020 showing that overall satisfacti
was at 81%. The study engaged more than 200 participantaemdved excellent representation across our
stakeholder community.

The survey measured overall satisfaction, attitudes towards the relationship held, future engagement
preferences and improvement areas. The results indicated a strong correlation bethed&equency of
Sy3alF3aSySyids aidl 1SK2t RSNBQ FFYAfAFINRGE S6AGK 2dzNJ C

Satisfaction levels were 10% higher on average among advisory panel representatives where relationships
mature. This resaahtold us that our engageent isinclusive meaningfuland mutually beneficial During

Covid19 engagement has been migrated online and become more freqaadtstakeholders have indicated
they would like to continue with this model in the future with only 3% indicatirey tivisked to engage less

often.

We have also established a stakeholder engagement team, CEO panel, consumer vulnerability and
sustainability panels, and were one of the first networks to establish a new independent Customer
Engagement Group.

OurscoresinOfgeQa {GF 1 SK2f RSNJ 9y 3F3aASYSy il | yR -laslefeiatedtd NJ
the other gas and electricity networks as of 2019/20. One network was rated weak, four average, seven as f
(including Electricity North West) and one as good.

3.2.2. Cugomer service

Three years ago our Customer Contact Centre training achieved the ServiceMark and TrainingMark
accreditation by the Institute of Customer Service (ICS). We wesearedited in March 2021, achieving a
distinction. The ICS also survey 200wf customers annually and in 2020 we achieved a satisfaction score of
87.9 (out of 100), 10.9 points higher than thedities sector average.

¢ KS L/ { QRepe@hdeRiSeEnitnient to delivering great service to customers. Evidenced not only
by the increased scores in both surveys and the reaccreditation. But most importantly in how employees tall
about their customers and their wodkwith passion, pride and genuine céré

We have consistently improved customer service across all areasels kes/high, if not higher, than the best
retailers and other service providers. Since 2015 we have achieved an avesageer satisfaction (CSAT)
rating of 84.58%, reaching 88.5%2iBi19/20. CSAT is measured based on the scores given by samples of
custamers who have contacted us either during a power cut, to apply for a new connection, or for any other
purpose.

The graph below shows our CS#Fformancethroughout ED1 showing cantied improvement in all areas:

15



Customer Satisfaction Year on Year Peformance
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Customersatisfaction through ED1

InED1, Ofgem defined¥ 6 2- 8B NIBSR Odza i 2 YSND a 2yS K2 SELISNAS
unplanned interruptions over a three year period, with at least three higher voltage interruptions each year.

We were the only network operatorto make acommény i G GKS &adl NI -serfed 95 m
Odzai2YSNBEQ o6& (KAa RSTAYyAGAR2Y o0& G(GKS SyR 2F (KS

commitment.

Since the beginning of ED1 we have delivered consistent improvements in customer satistédotigside
focussed actions such as the seelading priority services data share with water company United Utilities to
support customers who find themselves experdamy a period of vulnerability.

Our Priority Services Register of customer detailsas recently exceeded a reach of over diari people
increasingrom around 600,000 at the start of ED1.

We have also put in place measures throughout ED1 to support those in our region in fuel poverty. The Nor
West has one of the highest rates of fy@verty in the UK at2.1%. We have introduced efficient and

specialist referral partnerships during ED1, including ayear £500k partnership with Citizens Advice that
started in 2020,

Our funding has enabled the recruitment of a team of seven gfiscadvisors including five energy
champions who proactively contact customers to offer support. The team also responds to referrals from us
where we become aware of particular customers who may require assistance.

3.3. Deliveringeliability

We deliverthe lowest level of power cut frequency in the Witside of the London network are@he length
of power cutsm the North West is alswithin the top quarterin the sector meaning thatvhen they do
happen, the impact is less sevettean in most other pas of the country.

5 https://www.enwl.co.uk/aboutus/news/latestnewsand-views/2020/new500000partnershipoffers-help-aheadof-
toughrwinter/
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From the start of ED1 to 2019/20, vilavereduced the number ofpower cus by 24%andthe averagdength
of time customers are withoytowerby 26%.

3.4. Delivering orthe environment

We recognise that customers and stakeholders are emirgy in their awareness and knowledge of network
activities and in some cases becoming producers of electricity as well as users. With the challenge of reachi
net zero being committed to by the UK Governmer2@2® we have been working throughout E Rl lead

the way in this important area, based on customer and stakeholder input and requirements.

Our Leading the North West to Net Zatocument makes our commitments clear. We have focused on
decarbonising our own operations and helping colleaguesinesses and customers do the same.

One of our flagship achievements in ED1 has been to produce decarbonisation pathways reports for our thr
main regions, Greater Manchester, Lancashire and Cumbria. We have workextheithutilities in our region

to develop the plans and have worked closely with Greater Manchester Combined Authority, Lancashire
County Council and Cumbria County Council to enth@r@lans are both realistic and ingmrate whole-
systemshinking.

We regularly report on our environméal measure$for transparency antb provide an opportunity for
stakeholders taeview andchallenge our progress.

In ED1 we have been delivering a dedicated service to support community and local energy cdstothers
stakeholders Our approach haseen calledbest practice by Regen who are a +fiot-profit energy experts
with specialism$n community energy and eledtity networks

OurPoweringOur Communities fund has seen us support a number of organisatiomsigirout the region
providing19 projects with seed funding and expertise since 204/. intend to build on this success in ED2

and expand our support to further address the issues our customers and stakeholders have told us they are
facing.

Our community energy manager is on the board an@wnity Energy England which help to give us insights
into the issues ffecting the sector nationally.

3.5. Deliveringhewconnections

Our performance otthe time to quotefor new connectionsandthe time to connectthem to our networkhas
continued toimprove in 2019/20 and beyond. This has bsepported through the newgelfserviceonline
quotations service, with all time to connect measueaseedindh ¥ 3 S Y Q & dedplite\ie 8ghnténing of the
targets for 2019/20)).

We have improved performance in eyecategory and only narrowly missed achievimgmaximumincentive
rewardas judged by Ofgem for best performanées well as the online system we have delivered strong
serviceby focusing on our processes and making sure we have the right resourckdbe/go respond to
OdAG2YSNEQ ySSRaA®

5 https://www.gov.uk/government/news/ukbecomesfirst-major-economyto-passnet-zero-emissiondaw
7 https://www.enwl.co.uk/g-net-zero/our-plansto-go-net-zero/leadingthe-north-westto-net-zero/

8 https://www.enwl.co.uk/aboutus/regulatoryinformation/environmentreport/

9 https://www.enwl.co.uk/gonet-zero/communityand-localenergy/supportingcommunity-energy/
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3.6. Innovation and continuous improvement

Innovation is key to our success. We seek to innovate every day across all our business activities to ensure
we can respond to the evolving needs and expectations of astoowerswith an increasingly uncertain

energy futureahead of usAll ofour innovation projects are aligned with our innovatistnategy'° ¢ to

maximise the use of our existing network and combine new technology and creative thinking to provide real
solutions to real problems.

We have led the industry in developing innovative solutions to current and future challenges for energy
networks and many of our industigading initiatives will delivesignificantbensdits for customers in RIIO
ED2.

Projects likeCLAS'S and SmarStreet? have seen us go from winning funding to developing and delivering
effective solutiongo reduce both costs and carbon emissions. Other projects like our SéhtindlPresense
innovations help identify faults before they happen.

Our £2m Network ManagementSystem* investmentis enabling us tbuild a bespoke solution from the
ground up to help us manage energy flows and give us an indigsttyng completanetwork management
tool fit for the 2%t century.

3.7. Being efficient and wresting in the future

We have worked hard in the first five years of ED1 to deliver cost efficiencies and share that benefit with our
customers.

By identifyingopportunities for efficiencyand deliveringhem, g S Qgav@&d money that we have been albte
reinvest to deliver otheimprovements. These improvements have been in reliability, resilience and customer
service, as well as onext gen@ation network managementsystem.

This investmengalongsideother activitieshashelpedus manage the netork more efficiently remotely.
Thismeans that we have been able to reduce the impact of power cutddmtifying issues ancestoring
power more quickly when there &sproblemon the network.

Upgrading our telecoms networkleansing data anithvesting inactivenetwork managemenin ED1 makes
uswell placed to lead the transition to a different way of managing our network more actively, known as
distribution system operatiofDSOY.

Through innovation and efficiency, wave outperformed our total expetiture (totex) byE64.5n18, or 5%, in
ED1 to dateThis means we have delivered everything we said we would £64.5m bodget, saving
customers money.

We expect to continue this trend of efficiency throughout ED1 safit®j/m by March 2023. Our performze
to date reflects efficiencies of £146m, not including £73m that we reinvastdding CLASS (£12m), Quality

10 hitps://www.enwl.co.uk/gonet-zero/innovation/ourinnovationstrategy/

1 www.enwl.co.uk/class

2ywww.enwl.co.uk/smartstreet

13 https://www.enwl.co.uk/gonet-zero/innovation/smallesprojects/networkinnovationallowance/enwl006--sentinel/
1 https://www.youtube.com/watch?v=mVnhlWp -2

15 hitps://www.enwl.co.uk/dso

162012/13 prices
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of Supply (£29m), operational IT spend above allowances to supportew network management tool
(£13m) and noroperational IT to improve busess systems and processes (E17m).

3.8. Our people

We delivered all this deploying a clear management philosophy that we have embedded in our business. Th
is built on fundamentals such as strong accountability and ownership, leaders being change agessisdfo
on improvements, high ethical standards and capitalising on our strengths including innovation.

Our clear purposé¥ogether we have the energy to transform our communfiiesinderpinned through

having world class employee engagement of 78Ur.aim is to be recognised as an employer of choice, by
being representative of the communities we serve and creating a work environment where each person can
thrive and reach their full potential.

Our new recruitment system and careers portals are desigoedtract candidates from a diverse range of
backgroundsWe have already achieved our initial target of 30% of our senior leadership roles being held by
female colleagues.

We take on numerous apprentices each year with 105 recruited since ED1 dnadjanr latest apprentice
intake being27%from ethnicminority groupsand 22% femaléncreasing the representativeness of our
G2N] F2NOSP 2SQ00S | OKmiSng SuRprafiliin undefreforserded éommudities WeS &
serve.Through working with msques and schools we ensure the entire community we serve coesisi@n
employer of choice.
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4. Giving customers ahstakeholders a stronger voice

hdzNJ NB3dzZA F 62NE h¥3aASYZI RSTAyYySa aidl | SK2f RS mMipactedt Y 0
by the activities of the network company. Stakeholder engagement should consider the needs of existing an
Fdzi dzNBE O2y a dzY SNE dé

While we accept that customers are also stakeholders, they are materially different groups in that customers
pay for ou service. Other stakeholders, including consumers, may benefit from our service without paying fo
it. Separating bill payers and ndwill payers is important, particularly in relation to business planning where
willingness to pay is a factor.

For clariy we will use the following definitions throughout this plan:

9 Stakeholdes:individuak, organisatiors or businessethat are affected by usthat influence our
performance omwho we have a legal, financial or operational responsibility to

1 Customes:individuals, organisations or businesseso pay electricity bills

9 Consumersanyone in our areavho uses electricity from our networkincluding young people and
future customers

This early drafbusiness plan has been shaped by conversations with morelid&®0customers and
stakeholdersso farover a tweyear period. It is the most extensive and detailed consultation programme we
have ever undertaken.

Throughout the whole process, we hawverked hardto give participants a genuine opportunity baild,

inform and influenceur proposals from the ground up, by allowing them to set the agenda and delve into the
AdadzSa GKFIG NBFfte YFGGSNI G2 ( raflYepeditt® enfag&idpd Sy
some cases even providing devices armihing to allev for online engagement during lockdowns due to
Covidi9.

The process began in 2018 and will continue throughout 2021. As the consultation progresases abvke
to gradually consolidate ideas and proposaldtimately arriving at a plarhiat is rooted in the aspirations and
priorities of the communities we serve.

As ofApril 2021we have engaged with the following numbers of customers and stakehglideiading281
unique stakeholder organisations and 35 of our 39 local authorities.

Individuals Interactions

Total count 18,460 23,332
Customer count 16,530 20,073
Political count 526 825
Sectoral count 855 1,713
Charities count 168 281
Legal count 65 66
Media count 13 13
Regional count 303 361
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4.1. Setting up for success

4.1.1. Shaping ouapproach to engagement

4.1.1.1. Our outsidein approach

To get the most oudf our engagement we needed people to get on board. We heard from expert partners
that acommon failing of public consultation campaigns, especially when dealing with complexfanet&d
issues, is to start with a pr@efined agenda, and start with the paiof view of the organisation.

We were keen to avoid this. Befonae even started talking about who we are and what we do, we wanted to
askcustomers and stakehatdsé ¢ K G N¥I Y2480 G2 @&2dzxKé

Rather tharstarting by deciding what questions we want to ask and divingdigoussionsbout us, we
started our process asking customers and stakeholders to talk about themselves and their priorities.

In that way wewerethen able b connect with customers, and shape our questions to fit their perspective,
increasing engagement and delivering richer insight.

To ensure we approached the consultation programme with this spirit of openness and inquisitiveness, we
carried out some vahble groundwork in 2018 and 2019. All our activity is based on adherence to the
AccountAbilitystakeholder engagement framework that yaill be able toread more about irman gopendixto

our Julydraft ED2 business plaubmission.

4.1.1.2. Triangulation of ED1 gagement

As well as ououtsidein approachd SQ @S I f 42 YI RS & dzNBI thé @fermalion We Have  { *
gathered fromprevious engagement during ED1.

In 2019, we commissioned an external revignd triangulation reporbf all our engagementvork during

ED1dzL) 2 Wdzf & wWnmpE (2 FaaSaa ¢KI G Kdin®RofthevdldalBeR | y R
outcomes of this workvas a finding that showed our regional workshops had inconsistent representation of
stakeholders. In Greater Manchestge had moresnvironmentallymindedstakeholders, whereas Lancashire
had more business repsentativesand Cumbria more utility repsentatives.

We have worked hard to ensure that our panels are representative as part of our business plan engagemen
process, and we have also created a quality assurance process for all engagement activity against which all
engagement is assessed before the results are acted upon. The assurance ranks engagement giving a scol
that can be used in triangulation enabling usctimpare the quality of engagement that wmaveheard,

allowing us to apply appropriate weight to different engagements.

4.1.1.3. Earlyresearch andhsights

In 2018, we spoke to 110 stakeholders to understand their-taghl priorities for the ED@eriod through

our established stakeholder engagement groups and our three advisory panels (CEO panel and our
independently chaired sustainability panel and consumer vulnerability panel). This was a development of ou
regular work with these panels to help us establismateriality matrix; put simply, a plan showing the things
that were most material to our stakeholders.
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In summer 2019, we carried out early focus groups with 200 customers across our region, includitag hard
reach customers and customers in vulrigeacircumstances.

These sessions were designed to understand what really matters to our customers and how we could make
our subsequent engagemenmoreNB f SGF yi FyR YSFyYyAy3IFdAd G2 LIS2LI S

4.2. Our sixstage process

Armed with our early inghts into what matters to customers and how they wanted to be engaged, we were
able to shape our ED2 consultation programme.

The consultation is being delivered in six phases. We began by canvassing broad opinions on a range of iss
related to ourcugomers and stakeholderis phaseone, before narrowing the focus and increasing the level
of detail with each successive phase.

By the fourth phase, participantould be given or had developechigh level oknowledge, andvere
participating in sophistated and nuanced discussions about the fine detail of the proposals.

G GKS SyR 2F SIOK LIKIF&SY 6S dzaSR F GNRFy3dz | GA?2
sensible compromises when there were conflicting opinions or competing jpemiore detail on how we

managed outriangulation processvill be included as an appendix in our Jillgft ED2 business plan
submissiorto Ofgem

The sixtagesare as follows:

4.2.1. Phase 1: Customer connection (November 20E8bruary 2020)

Aim: Findout who our customersnd stakeholders were, and what was important to them to give us high
level priorities.

Approach We took an outsidén approach starting with customers and their livesfind their high level
priorities, rather than diving strgjht into questions about the electricity netwarko further our
understanding of our customers we developed a new customer segmentation model which looked at
Odza2YSNBRQ FGdAGdzZRSAT O0SKI@A2dzNB FyR Sy3lF3aASySyi

Who we engaged2,740 customers (@mestic and business), 43 future customers and dt@8eholders.
Key methods of engagemenCustomersegmentation (qualitative and quantitative research), priorities
exercise (qualitative and quantitative), stakeholder advisory panels, industry wordngsgand political

perceptions survey.

What we learned:Broad priority areas of reliability, resilience, safety, keeping bills low, affordability,
customer service, supporting vulnerable customers, raising awareness, environmental priorities.

4.2.2. Phase 2Electricity in my life (March 2020May 2020)

AmY ¢2 dzy RSNEGFYR O0dzali2YSNERQ AYGSNIOlA2y HAGK |Sf
energy to get a more detailed understandingtiodéir preferences
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Approach We tested our undrstanding of customer priorities and learnt more about their experiences ar
how best to engage with them. Waslopteda topicled approach to engag&takeholderswvith purpose. A
prioritisation exercise helped us decide how to engage stakeholders on teemaierial issues to them.
Who we engaged825 customers (domestic), 30 future customers and stakeholders

Key methods of engagemengEstablished our online community, industry working groups and stakeholde
advisory panels, onto-one engagement

What we learned:Finessing of key priority areas to reliability, resilience, safety, customer service, suppo

vulnerable customers, helping the North West to net zero, reducing our own environmental impact

4.2.3. Phase 3: Oyslan for the futurg(June2020¢ September 2020)

Aim: To develop specific proposals and to explore real t@ifie to find out what service levels customers
were willing to pay for.

Approach We explored the key issues that made each priority area important and tested a ckidess in

each area to explore which proposals had greatest resonance with customers and stakeholders and the

relative priorities between them.
Who we engaged2,003 customers (domestic and business), 62 future customers and st@ldholders
Key methods of engagementTwo phases of willingness to pay reseasch | B A Y dzY RA T TSNS

trade2 FF4 (2 ARSYdATFe Odziid2YSNEandafa dillingriess © pdy Sudg),
deliberative mstomer panel, online communly Wt 2 g SNAY 3 | LJ G KS b 20MbeKk Q
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stakeholder meetings, stakeholder surveys, industry working groups, stakeholder advisory panels and regio

stakeholder workshopsncreased ondo-one dialogue with key stakeholder groups.

What welearned We developed 41 business plan proposals which reflected our customer priorities and
willingness to pay for the proposed service levelthe following three areas:

CustomersCustomersvant to interact with us in a variety of ways and weist bepassionate about
delivering excellent customer service whether delivering new connections, responding to power cuts or
engaging on anything elsé/e should behighly focused on the needs all ofour customers, but particularly
those in vulnerald situations to ensure that nobody is left behind by the carbon transition.

Network: We shouldcontinue to deliver industryeading levels of reliability and strive to improve it further,
particularly for those who receive a significantly worse senhem taverage or are highly dependent on
electricity.We will ensure that our network is designed and operated to cope with extreme events such
storms which are more likely in the futuré/e should continue to focus on the safety of the public and our
staff.

Environment: We shouldiork hard to reduce the effect we have on the environment, both in terms of our

carbon emissions and the other impacts we hawe have a central role in facilitating the national drive to a

net zero economy and enabling our fegal stakeholders to meet their aspirations of earligcarbonisation.
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4.2.4. Phase 4. Sweating the detail (October 2Qd@nuary 2021)

AmY ¢S&dGAy3 &dzLIL32 NI iefige BhninktSenttey &idithe suppbtiiiir €thlofiHe Mos
substantive components at a thematic and detailed performance level.

ApproachY We analysed what was driving overall support for the plan, which promises resonated with
customers and stakeholders, whether our propositions were perceived as relevant andifpente targets
were perceived as credible and ambitioMge devised an approach to understand how customers perceiv
us in terms of trust and value for money having seen the plan and the bill impact.

Who we engagedl,574 customers (domestic and busssgand 1,028takeholdersYouth Focus North West
members

Key methods of engagemenicceptability testingplugged in public panel éiberativecustomerpane),
hytAyS O02YYdzyAdes Wtchal&dhds, ok toohd stakihBldeb raeltingcOstryNS 3 A
working groups and stakeholder advis@anels

What we learned The acceptability of the total business plan as a packageeda very high scoragivingus
confidence that we coulthove forward withthe majorityof the propositions testedrurthermore, the
paclage of measures in each of the sevwras was scored above 80% by domestic custorbasness
customers and stakeholderscreasingour confidencewith the balanceboth across the proposition areas ar
within eachpropositionarea.Affordable bills have always been a priority for our customers, but they have

—

D

d

told us they are willing to pay a bit more for an ambitious plan that meets their needs.

4.2.5. Phase 5: Closing the Loop (January 2QRine 2021)

Aim: Closing the loop was our &hce to play back the results of our acceptability testing to customers ang
stakeholders. This also allowed us to delve into more detail on specific topics to make sure we get the
right for our July submission to Ofgem.

Approach This phase is @it assurance. After our acceptability testing of our 41 propositions, we consul
on our key draft strategies, and are now publishing this draft plan for consultation before submitting a d
Ofgem in JulyThis allows customers and stakeholders pfeaf opportunity to engage with our transparent

process before we submit our plans.

We took our acceptability testing resulend through triangulation with other engagement evidence decid
which would make it into our final plan. Some areas scorin@tavith bilkpaying businesseare included due
to evidence oktrongsupport. Others scoringell above our 80% targéiave beerreviewed to make sure
weare0 SAY3 ' YOAGA2dza Sy2dz3Kd hiGKSNE Ay GKS YARRCE
we arere-consultingon them too.

Who we engagedCustomers andtakeholders

Key methods of engagemenPlugged in public panel édberativecustomerpane), advisory panels, political
and business events, key strategies consultation, full drafiness plan consultatian

What we learned Sofar we have seen that there are differing views on certain proposals, such as unlooj
which may only benefit some customers. We want further views from people through ongoing consultat
this draft planand its proposals to help us find the right balance. You will find key questions on our prop
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in section 5.
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4.2.6. Phase 6: Refine and submit (July 2QPkcember 2021)

Aim: We will promote our draft plan widely to show how feedback to this versiorfivéiser refined our
proposals and continue the dialogueollowing our submission of the draft business plan on 1 July we hope to
receive feedback froh ¥ 3 SC6tsamer Challenge Group in September. This will then allow us to address
any feedback they havand return to customers and stakeholders with further questions before our final
submission to Ofgem onDecember

Approach We will continue our conversations with customers and stakeholders throughout the summer|to
build on our plans, while recognigj that our July draft will be as near firz possibleWe have already set
up channels for engagement in September for the final review and feedback process.

Who we will engageCustomers andtakeholders

Key methods of engagemenDeliberative pael, advisory panels, political and business events;torenes.

What we learned TBC

4.3. Our engagement methods

Throughout our ED2 consultation programme, we used a wide range of engagement methods to suit all
customers and stakeholdegsfrom time-poor participants juggling busy lives, to those who were able to give
up more time and engage at a deeper leVidle range of data gives us rich information with which to make
decisions and each piece of data goes through our quality assurance processviefigeide what, if any,
weightit has in our decision making.

We have included ore detail on our methodology for the research listed below aitlinclude full findings
linked back to specific proposals when we publish our appendices in July

4.3.1. Large sale quantitative research

All of our keyquantitativeresearchstarted withinitial qualitative work with focus groups. These groups
enabled us to frame the quantitative part of the research in the most effective way so that we knew we coulc
get the mostout of it. Ensuring that we understood customers views and the right level of background
information to provide to enable informed engagement was key to the success tdrger quantitative

research.

4.3.1.1. Segmentation

We carried out a review of our stakolder identification procesand alsanvested in robust research to
segment our customers armbnsumersn the North West. This segmentation was based on attitudes and
behaviours and carried out by Accent Market Research, specialists in the field.

Theresearch ensured that not only could we check that fe®dback collecteavas representative, but that
we could then analyse results by segments to ensure afairSpye G A2y 2F 2dzNJ NB3IA 2
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research throughout our engagement programme, enabling us to identify groups and themes that we could
then address more specifically.

The work also enabled us to tailor our communications and matepal#ferent groups to make them more
accessible encouraging all groups to engage with us to share their views.

4.3.1.2. Willingness tgay

To explorethe customer and stakeholdetefinedpriority areas further and in mordetail we split our
willingnessto-payresearch into two phases. The first took the form ahaximum differencesurvey where 24
different attributes, developed based on feedback so faare tested across a sample of 351 customers as
partof ourW9 £ SOG NR OA (i &n simmer2@0.f A FSQ LIKI as$s

To identify whiclproposalswve should test{out of a growing list of more than 80 possibilities aimed at
meeting customed &nd stakeholdei Q S Y Gebid8)Weablied the following criteria:
1. Would the proposal result in a material impact on bills?
2. Waa GKS LINRBLRalft + yS¢ ARSF GKIFIG ¢S KFERyQid @S
3. Did we need to test the scale of ambition?
4. Were there strong stakeholder views we needed to ciddssck with customers?

The resultof the maximum differencesurvey helped identify the in#tives of highest priority which were
subject to our second more detailed willingisée-pay survey. This concluded in September 2020 and
identified the value that customers were willing to put on a range of options for 12 key attributes being testec
in sgnificantly more detail.

4.3.1.3. Acceptability testing

We triangulated the results of our willingness to pay research alongside other engagement, including our
deliberative panel, online community, ot#ie-ones and stakeholder advisory panels, as well ad tbarty
research. This helped us identify and refine our proposals to 41 that we wanted to test as a whole package
with customers at the agreed price frotine willingness to payesearchof +£9.80.

Rather than rerun a second version of willingnesspay research and in consultation with our expert

partners Accent Research, we decided to run acceptability testing on the package and individual proposals.
The testing, with both domestic and business customers as well as stakeholders, showed an 83% overall
acceptance of ouplans.

4.3.2. Qualitative engagement

4.3.2.1. DeliberativePlugged in PublicaRel

This panel is 40-strong group of customersglected using our segmentation model to represent the
diversity of our region.

Thegroup was convened for phases4and 5of the consultation programme, analill reconvene again in
September in phase 6. They have been takiag indetailed examinatioaof issues, willingnes®-pay
research and acceptability testing @f areas of thdousiness plan.
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The panehas so famet online foreight Saturdays between JuB020 and March 2021n total each panel
member has now spent 32 hours engaging with us on a wide range of topics and the influence they have ha
on our plan has been significant.

FASIATATO

Screenshot from onef our dellberatlvePluggedIn FUb|IC Panel sessions

4.3.2.2. Stakeholder advisory panels

We have conducted stakeholder engagement since the business formed in 2007. We added significant rigot
via a new strategy based on the AA1000 Stakehdishgagement Stalard (SES) andA1000AccountAbility
Principles (AP) in 2012 and developed our first formal internal and external stakeholder panels.

Throughout ED1 our stakeholder engagement strategy has been continuously evolving and improving, base
on our strategi@oals at the heart of our business plan: reliability; affordability; sustainability; and excellent
customer services ensuring that we catered for the needaubferable customers.

We developed directeled stakeholder advisory panels aligned to theseimess plan objectives which

provided scrutiny of our performance and valuable expert guidance to our leadership team and strategic
decisionmaking. These panels initially met three times a year supplemented by an annual open stakeholder
workshop where we idcussed material issues, our business plan performance and any changes and
enhancements to our commitments.

Following stakeholder feedback in 2018 we revised our panel approach and combined our panels, to avoid
duplication, retaining the sustainabilipanel and consumer vulnerability panels and inviting all panel
members to join the appropriate panel going forward. In May 2019 we further strengthened our approach by
appointing independent stakeholder representatives to chair the stakeholder advisoeyspamd with them
reviewed menbership to ensure inclusivity.

We recognise the value that this has added to the process and the independent chair positions will be retain
in ED2. As part of thigviewwe also split our annual open stakeholder workshap ithree regional

workshops reflecting feedback thaachregion andthe material issuegncounteredwere very different

across the geography ttie North WestWe have held these regional events, hosted by our executive team,
every year since.
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To enald even greater senidevelbuy in and direct input to our strategic business plannindgviarch 2019
we held our first Chief Executive Panel and invited senior regional business leaders and stakeholders to joir
members of our executive team twice a year.

Our advisory panels have provided a valuable framework to our stakeholder engagement for ED2 and have
enthusiastically embraced the additional requirements for them to develop, review and enhance our prioritie
andstrategies

They haveshallenged usobustlyto consider alternative approaches and set challenging targets in addition to
their existing remit of challenging and advising on our ED1 actiMitie)20 our sustainability and consumer
vulnerability panels often met onthly, creating additionadub-groupsas required. Panel members supported
us by attendingnore than30 advisory paneheetings totalling over 8Bours of engagement.

4.3.2.3. Meetings with kegtakeholders

Our earlyprioritisation exercise helped us decide how to engage stakeholdetiseomost material issues to
them. We adopted a topited approach to engage stakeholders with purpose.

We have held 136ne-to-one meetings with key stakeholders across our priority groups and our regular audit
of stakeholder engagement shows that wevhacovered a broad and representative range of stakeholder
groups.We undertook a series @he to onemeetings with individual stakeholders who had high levels of
interest in our business plan, such as MRAd local authorities.

This engagement includexdstep change in our relationship with local authorities. We have closely engaged
GAGK DNBIFGSNI al yOKSAGSNI / 2YO0AYSR ! dziK2NAG& F2NJI Y
infrastructure loard.

We used our business planning process to engagee strategically with both Lancashire and Cumbria County
Councils, attending their scrutiny committees as well as meeting their CEOs and developing long lasting an
mutually beneficial strategic retianships.

We have also changed our approach to engaget with business groups, including Local Enterprise
Partnerships. We also developed relationships with the Greater Manchester All Party Parliamentary Group ¢
MPs in our region and have presented to them and discussedtiath their views on our plans.

Across the region, we have so far engadedctlywith 36 of our39 local authoties in our area.

Across our wider team, we continued our engagement with connections customers and stakeholder,
community and local energy stakeholders and others actes®tisiness, providing information to allow our
teams to engage with their owstakeholders on our plans too.

4.3.2.4. Localand regionabummits

We have hosted seven higével summits to date, bringing together political and business leaders, including
Ofgem2 S F2ff26SR dzLJ 2dzNJ NBIA2Y46ARS Wt 26SNAYy3I | LI 0f
[ FyOFraKANB |yR DNBFGSNI al yOKSaGSNI AY HnanunX F20dz

2SS O2yliAydzSR GKAa Sy3alr3asSyYSyid ¢AlGK 2addviepl@nfingbnother 2 ¢
regionwide event in September 2021 before our final submission of this plan to Ofgem. In total we engaged
GAGK Y2NB (GKFy onn LIS2LX S GKNRdAK (KSasS S@gSydaax
desired pace othange towards net zero.
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Speakers included: MPs, Local Enterprise Partnership CEOs, council leaders, Ofgem, unikersities,
Federation of Small Businesses, Lords, Cadent Gas, airport and transport representatives, National Park
Authorities and many merleading to a wide and varied debate and insight.

4.3.2.5. Online community

A mix of qualitative and quantitative engagement, our online community brought together more than 800
customers to discuss key parts of our plan. Over the course of theygastve had more than 7,000
commentsand more than 41,000 reactions (likes and dislikes) fcastomergo those comments showing an
active community genuinelyelping us shape oyroposals.

The format of the community was useful as it allowed us to Wwathpollsas well as educatpeople through
videos and information and encouraged debate amoungtomers One of our most popular discussions was
on bills which eceived more than 180 comments.

We incentivisedtustomergo join and alsaan a pointdeaderboardto reward engagement. In
someinstanceghis resulted incustomerstrying to game the system and comment on every post with little
value added, but these were qualithecked and discounted to encourage quality discussion. We also
awarded spot prizes for thmost thoughtful posts and comments to rewagrdoplefor their time and effort.

You can see our community and register to joimigps://pluggingin.explainonline.co.uk

We recently createdasummaar 2 F G KAy 3da (GKS O2YYdzyAde KIFIR AYyTFf dz
LIKFasS 2F Sy3al3aSySyidz 6SQft Ay OdeRew speiiidanpis: 2 dzNJ V

@) Plugging In

You said, we did...

Power cut customer service

Youtold us that a high level of customerservice during an unplanned power cut included up to date information
on when your electricity willcome on, prioritising and creating a support for a wide range of customers in vulnerable
circumstances and to offer interactive self-serve channels.

We currently offer a priority services register which provides a free service to customers who need extra help during
a power cut. In a poll asking you what our target membership should be for the register,75% of members told us
that we should increase the membership of our Priority Services Register to 80% of those eligible for registration.

In our business plan we are proposing:
e Tomake it easier for customers to contact us by developing self-serve channels whilst maintaining non-digital
ways of contacting us for example having more people to answer phones.
e Tocontinue to develop our Priority Service Register and the services we offer to support customers in
vulnerable circumstances during power cuts.
. To increase the membership of our Priority Services Register to 60% of customers who are eligible for
registration, with a stretching target of 80%.



https://pluggingin.explainonline.co.uk/

Reliable network
The lockdown has meant for many of us anincreasein our electricity usage and one community member posed their
own question to other members “Areyou using more electricity during the lockdown?” 72 members responded, of
which many said that they felt they were using much more electricity duringlockdown. This was supported by some
members commenting that delivering a reliable network is more important now than previously thought. You were
asked if the current situation with COVID-19 had made you think more abouthow much yourely on electricity. 68% of
139 members participating responded to the pollwith an affirmative ‘yes’.

In our business plan we are proposing:
e Toreplace and refurbish our equipment before it fails and causes more power cuts.
e Touse new technalogy to reduce the number of power cuts and the average time customers are without
power by 20%.

Net Zero

64% of you have never heard the term ‘Net Zero’. Many of you felt that we could raise awareness of Net Zero and
Low Carbon Technologies. However, the technology such as Electric Vehicles is perceived to be unaffordable at
current prices and is likely to continue to price many customers out of the market meaning they are at
significant risk of being left behind.

In our business plan we are proposing:
Toimprove our advice and guidance to help our customers reduce their energy consumption and support
customers in adopting low carbon technologies.
e Tointroduce a £250,000 innovation fund to remove the barriers that prevent the take up of low carbon
technologies such as electricvehicles so that no customer gets left behind. Barriers to low carbon
technologies include their cost and the needfor greater education and support to understand them. We will
also work with our partners on how we can overcome these barriers

CSSRol O1 aKINBR gAGK 2dzNJ 2y K¥BS t @2YXdzfXKd & SI a LI N
4.3.2.6. Engaging with hartb-reach groups including future customers

For the purposes of our engagement, we defined hard to reach customers as people who our business impe
in someway, but who rarely, if ever, engage with us.

This lack of egagementould be the result of limited awareness or appetite, or a bekiaf their
participation will not make a difference.

To reach customers with whom we have historically had little or no dialogue, we:

T Used segmentation to identify hard to reactistomers to ensure they were included in our research.

T Provided devices angespoketraining to help some members of odeliberative customer panelo
that they were able to engage effectively.

1 Created online surveys for our business and politic¥edtalders to complete who are often time poor
rather than relying on formal meetings. We did also however protadered one-to-one sessions
where these were requested.




In depth oneto-one interviews with businesses as part of adllingnessto-pay regarch.

Drop-in sessions for MPs and their staff to get up to speed with our engagement and plans to make be
use of their time to enable them to contribute.

Created aronline community to allow hartb-reach and seldoreard customers to have their say
through a new channel

Oneparticular groupthat we focused on in our planning was future customers. This is because young people
today will be paying for our service through their energy bylshe end of ED2 in 2028.14-year-old who we
speak to in 200 will potentially start paying energy bills when the price control starts in 2023hend
investmentswve make will affect them for longehat it would for older customers.

Rather than create our own youth panel, our reseateéhcludingdiscussionsvith national youth charity UK
Youthg led us to establish a new partnership witlouth Focus North West 2019.

We wanted to find the best way to reflect youth voiee® dzNJ ¥ dzii dzZNB  OdlzdclirphrS Aldl Rered 2 |
advised that tapping into existirgjructuresand groups was the best approach, giving additional support to
these groups and ensuring a more rounded discussion, rather than assembling-spegiitc bespoke group.

Youth Focus North West hast regional youth foruntalledYouthforiawhich is made up of representatives
FNRY Ho f20Ff FdzZiK2NAGASEAQ @2dziK O2dzyOAfa |yR Y€

Through our partnership we attenddile Youthforiaevents where we engaged with more than 100 young
people on multiple occasions b&D2business plan priorities.

We also organised three surbgional focus groups with young people to gain insight into the opportunities
and challenges faced different parts of our region.

Our acceptability testing also includachumber ofpeople who wee not yet customers but were consumers,
giving us another way of reachitigjs group of future customers.

4.4. Why you can trust our robust and highalityengagement

4.4.1. A new independentustomer Engagement Group

We were one of the first distribution netwkroperators to appoint a chair and set up our n€éwstomer
Engagement Group (CEG), to challenge us on our engagement and plans.

We have met with the CEG for two days every month since May 2019, giving us lots tof ¢isteblish
effective working practies.(From April 2020 our meetings have all been virtual due to the pandentie.)
CEGhassystematically challenged us on a huge variety of elements of our planpariiicular scrtiny on our
engagement process offering genuine challenge.

The CEG hdmen fully immersed in our business, spending time withBoard, CEO, engineers, office staff
and getting out around the network on site visfge-Covid-19 restrictions).We havediscussed our
engagement programme and updates with the GIS@ standingnonthly agenda item.

In total we have spent 48 days, or 288 howith the CEG discussing our approach and plans.

In additionwe invited members to attend our engagement sessions as observers so they could see how we
engaged and the feedback we receiasiwell as sharing emerging thinking.
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4.4.2. Assuring the plan

As part of our annual assurance process, we have had our engagement activity assicedunytAbility a
stakeholder engagement consultancy that has developed a detailechationallyrecognsedbestpractice
standard for stakeholder engagement. In 2021 we will undertake a full engagement health check

with AccountAbilitywhich will give us a maturity placing on their ladfilerm Beginner to Early Development,
Committed, Mature and DistinguistieThis will be updated in our next version of our plan.

In March 2020 we appointeByS 2F (G KS WoA3 F2dz2NR | OO2 dyfaiundéraRe T A
a critical friend review of our project plaand tohold one-to-one meetings and workshaepwithour project
0SIFYd ¢KS@ NBOASHSR yR | 4aSaa Prigjecenizhagenieidd E 686t SHE
and provided recommendations.

I NBlFa GKS& ARSYUGAFTASR da SOARSYyOS 2F w32 ero) LINI Of
involvement and commitment to the projeadur hybrid approachn combining elements of both traditional
Project managemennethodologies with agile methods, our approach to stakeholder engagementoous

2y 0SAy3a WYSHRM ISy Vysindss plad de@IBpmarand our close work with our finance
colleagues at all stages of the project.

They recommended that we further developed our proposed assurance processes usingasesknodel,
considering external assurance for highest alements. They also highlighted that we should monitor Covid
19 pandemicas a risk and liaise with stakeholder partners to develop alternative methods of communication
and engagement. Finally, they made a range of practical suggestions on how we orgasibees to

complete the major data exercise that a price control submission involves. We acediitesir
recommendations and adapted our planned programme and working practices accordingly to successfully
develop the draffplan we are now consulting on

We are alsoworking with:

specialist technicalonsultants to assure the technical and engineering aspects of the plan

regulatory specialists to advise our Board audit-salmmittee in carrying out their scrutiny rgland

our own risk and assurandeam who carried out a review of our process including how we engage
customers and stakeholders, how we work witle CEGnd how we incgrorate feedback into our plans.

Our planwill be extensively reviewed and assured priordor draft submission on July Each elemenis

being separately reviewed and checked internally using +@stablished internal processes that are compliant
GAGK hF¥FIaASYQa NBIjdZANBYSy(a TFateNdndgektdinal expeizs tv vevdiew A 2 y 4 ©
particularly importantor comgdex elements of the submission.

The report from outechnical consultantwill beincluded as amppendix to our plarin July TheCEG ha

been reviewing and challenging the plan through its development, a process that has used an extensive
Challeng Log. In addition, our Boaate undertakngtheir own reviews, primarily through the Board Audit
Committee, whaare alsobeing assisted in their task by independent external experts.

We seek to be a leading utility network operator and constantly compareelves to other companies both

in the UK and beyond. As part of this approach, we seek to ensure we meet internationally recognised best
practice by holding certifications against key recognised international standards for our environmental
(1ISO14001safety (SO4500}), energy management (ISO500@hd asset management (ISO55001) standards
and practices. This gives us and our customers confidence that we are managing aukratd/business
appropriately.
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4.5. Howfeedback shaped the plan

Ourprocess begn with broad discussions aboGtdza i 2 Y S Nthe@hangiigiaRuge Bf our business, the
challenges and opportunities in phase 1, through to detailed examination of proposals in phase 4. Phase 5,
Closing the Logps allowingus to feed back to customessd stakeholders after our acceptability research to
double check that we havieterpretedviews correctly and give another opportunity for input and challenge.
Phase 6 will focus on addressing any feedback from our draft plan with stakeholders.

As theconsultation progresses, participants knowledge imgseasedand the level of engagement has
intensified. Byphases3 and4, participants were able to provide very sophisticated and nuanced analysis and
feedback.

The result is a plan that has been hd&ainfluenced by our customers and stakédwrs at every step of the
way.

4.5.1. Balancing tradeffs

Our extensive engagement has brought with it difficult decisions to be made, with-triéslbetween
a0l 1SK2ft RSNBRQ GASga 2y O2YLISGAY3A LINA2NARAGASA®

The expedtion that we will deliver outcomes over and above those achieved during EDé& enkilring
energy bills are affordable for all, has become a key t@ifién our plan. We have tackled this head on by
testing our proposals with customers and wider stalkéelees iteratively, each with varying degrees of
ambition and investment implications.

On average households told us that they were willing to pay an additional £28 towards their most valued
service improvements. In seeking an optimal service packageaweleen very conscious that the cost of
improvements will partly fall on customers in vulnerabieeumstances or fuel poverty.

While we heard a call for stretching improvement, a significant minority of households reported sometimes
struggling to pay thir bills. Future customers also revealed a social concern about the continued impact of
Covid19 making it increasingly difficult for customers in poverty to meet their financial obligations. In
response we set ourselves a higher hurdle of 80% accepyabilbe passed to justify investmemgther than
simply the majority of bill payers being in favour.

The higher hurdle we set created a price cap of an additional £9.80 per household. In further testing 83% of
customers and wider stakeholders found quoposalspriced at this level acceptable. The reasons provided
includedimproved service levels, inclusion of innovative ideas and sufficient futureproofing. To complete our
trade-off, we resolved to deliver the plan our customers and wider stakeholdarged for less money,

further enhancing the value for money it will deliver to them

4.5.2. Triangulation of insight

To help us produce an overall plan that seeks to meet the needs and expectations of customers and wider
stakeholders of théorth West in a fa and equitable manner, we introduced a formal triangulation process.

We used his processo iteratively evaluatecustomer andstakeholder feedback, operational data and third
party insightsandweighted them carefully and triaged an appropriate wagpnards.
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To fairly weight theevidence base collected we determined its materiality using three key tools:
1. Anew and robust giality assessmenframework: We used this framework toonsider aspects such as
how robust, representative and accurate our fingls were and their external validity
2. A set of principles for tradingff divergent views: We used these principles to give us consistent
guidelines for determining which evidence, if any, to place more importance on when dieved.
3. A quantitative data weighting:We used an agreed weighting2 I LILINR2 LINR | G St & NE
GARSNI Al {SK2f RSNBEQ @ASga AYy .GKS YSIadaNBYSyi

Each phase of our engagement has been marked with a triangulation report providing insights and the
evidence base that provide a golden thread between what we have heard and the commitments in our plan.

We will include more detadbout what ourcustomers andtakeholders told us and hotleir views changed
our plansin a specific ppendixto our July pan. A selection of these key insights is provided below:

{GF1S8K2f RSNAa dTrianguIation insights

Delivering a reliable networkk fh dzNJ F2 Odza aK2dzZ R 6S 2y {1SSLAy3
providing reliable and uninterrupted supplies amihimising disruption
to their dailyactivities

1 Customers and wider stakeholders believe that it is important
to improve reliabilitya bit, for a lot of customerganda lot for a small
number of priority customegroups

Keeping our part of biflow | TWe must balanceur ambition with affordability of bills to deliver a pla
that delivers more for lesswith outputs improving across thigoard
fCovigMmdp Aad AYONBlFraAy3d 02y adzYSNEQ
energy bills but delivering a reliable meirk remains their togpriority

aSSUAy3 2dzNJ  fFuture customers warn us not to rely on digital for 24/7/365 power ¢

needs support to customersg, increased telephony support is whatriseded

9 A reduction in the duration of emergensyreetworksis the most
highly valued service improvement in ED2 by domestic and
businesscustomers

Supporting customers in 1 Stakeholders warn that Covit® will almost certainly increase the
vulnerable circumstances volume of customers impacted by tratwiy vulnerability, both now ang
(CIVC) beyond 2023

1 We can exceed expectations by looking beyond the obvious and
expanding our societal roie alleviating fuel poverty and povertyore
generally irED2

1 There is very strong support for deploying Smart Streetstonany
customersas possibletargeting areas of high fupbverty

Maintaining a safe and 9 Customers say prevention is better than cure and ask us to reduce {
resilient network overall risk of the network in the long term by replacing etghipment
1 We must mitigate the increased safety risk from both cyber and
other attacks

9 Future customers want to see greater investment in green jobs such
apprenticeships so that we can build back better post/id19
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Delivering an 9 Customers and wider stakeholders expect us to lead by exaqple
environmentally sustainable| accelerating action to achieve net zero carbon emissions from our

network operations by2038
Leading the North Westto | 1/ dza 12 YSNE adzLJLI2 NI adl | SK2 {18 NE&
net zero regrets investment to increase network capacity and enable faster

pathways to netzero

1 Billpayers say we should have a trusted advisor rolemergy
efficiency, facilitated through an online hub and sdisation of
connectionscharge

1 Customers arevilling to pay for dedicated support and specific fundin
to support citizeAled community energy projects

1 There was also appetite for trecialisation of connection charges
although acknowledgement that this was part of a wider debate as t
Yg K2 athénat@rofransition

So far85key insights have shaped our plfsom our robust triangulation reportsThese reports have
informed both the structure of this plan and fed into the options assessment that will inform subsequent
versions of the pla. Youwill be able to seeur insights as well anore about what our stakeholders told us
and how viewdliffered and evolvedh an appendix alongside our July version of the plan

4.5.3. Nuances ircustomer andtakeholder views

Our triangulation revealeduances in views; customers typically attaching greater importance to the
affordability of energy bills than stakeholders, who forgo bill reductions in favour of accelerating the transitiol
to net zero. 1 has also prove#tery challenging to find consensois our social role in alleviating fuel poverty.
This is because our stakeholders feel that we share responsibility for supporting customers in vulnerable
circumstances and leading the transition to net zero wither third parties.

Our principles for trding-off divergent views means that we have attached greatest importance te well
designed surveys based on random sampling that generate robust findings. This is mdé¢hedevel of
precision and certainty these studies offer and their ability to lodéytrepresentative of our region. We have
also placed high importance on evidence directly relevant to the North West and applied a weighting to
ensure urban and rural views are fairly represented.

This process has informed commitments in our plan tearesent the best possible compromise between
RAOGSNHSY(O aidl {SK2f RSNBAQ GASgad

4.5.4. Example®f key changes to the plan fraemgagemeninput

The six phases of our ED2 consultation programme (see sdcHpnere designed to giveur customers the
opportunity to engage with us at a level of detail that suited them.

All ofour proposals have beeshaped by our customers and stakeholders. Heeesmme specific examples.
We will include further detail in an appendix to our July submission.

Headline ommitment #1: We will deliver a 9/10 level of customer service and also provide additional support
to electricity users in vulnerable circumstances and fuel poverty, removing barriers to ensure that no one is
left behind.

36



OurPlugged Ipanel discussed our PrigyiServices Register membership and many members commented
that we should ensure no one slips through the net or isbefiind. While discussing fuel poverty and what
Electricity North West should do to support customers experiencing fuel poverty. Same of

Pluggedn Panel commented:

GCdzSt LIROSNIE& YIe 06S AYONBlFaAy3d & Sa il NYRRS |
Pluggedn Panel Member

OurPlugged IPanel were asked to rank groups in order of importance for extra attention and support to
make sure they are not left behind in the energy transitimherable,fuel poor andworst served customers
were identified as mositnportant.

In-depth interviews with 25 members of our Consumer Vulnerability Advisory Panel who, in their capacity as
consumer representatives, were asked what the key conceriissues that their customers face during a
powercutarel YR  O2YY2y 20aSNBIFGA2y ¢l & GKIFIG O2yadzySN
anxiety levels rise and the need for timely, fideind accurate information about interruptions is required to
mitigate this.

G/ 2YYdzyAGeé NBaLRyaS |yR @dzZ ySNIof S Odza d2 F&Ndityd dzL.
North West should harness thisdzLJLJ2 NI é
Carlisle County CouncilCongimer Vulnerability Advisory Panel Member

Headline ommitment #2: We will invest support all the requirements of our region to deliver a net zero
future for everyoneand we will drive the transition towards local net zero targets, following a path to mak
our own operations net zero by 2038.

in

We have recognised the priorities of our national stakeholders in the transition to net zero throughout our
LINP L2 ASR Ay@SaldyYSyd adaNraGS3aaASaod 2SS KIFGS LI NI A Od
ay R GKS /tAYIGS /KFEy3aS /2YYAGGiSSQa {AEGK /I Nb2y
can support these stakeholders deliver their ambitions, as well as the views of the national Climate Change
AssemblyUK.

We have also engaged with ouchd and regional political and business stakeholders through a series of
events where there is a great deal of commonality in ambition to deliver local net zero taig¢tiese

regional political and business stakeholder evah&ssmajority ofour stakellders felt that we should take a
proactive approach to bring forward future investment to increase network capacity and enable faster
pathways to net zero. 100% of attendees in Cumbria and Greater Manchester and 91% in Lancashire said t
Electricity Noth West should be proactive in its investment towards net zero.

We have also undertaken targeted engagement with the three county councils in our region who all have
different net zero ambitionsbut allrecognised the key role that Electricity North Weah play in their local
environment action plans.

Gae FAY a al@2NJAa G2 YIF1S DNBIGSN al yOKS&({ SNJ
green city region. Electricity North West has been working with Steve Rotherham (Liverpooiarityniagpr)
and | on something called Net Zero North West and they are the first electricity provider in the country to ha
aligned with a city region plan i.e., our plan to be net zero by 2038. Going faster on green gives us better
homes, transport, jobs Y R 6 SGGSNJ f A@Sa F2NJ 2dzNJ NB:
Andy BurnhamMayor - Greater Manchester Combined Authority
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G! Y22GA2y @gAff 0S RS@GSt2LISR 2y o0SKIEF 2F GKS /3
ordination and leadership in the county, includiegdership on the council estate, vehicles, EV roll out,
planning incentives and a countyide coordinated approach with key partners including Electricity
North2 S & ( ¢
Chair of Lancashire County Council External Scrutiny Committee

G/ dzY o NA I Kar regiomMid&redomn@fd&tion for decarbonisation by 2037 but each local authority
was currently working to ratify their targets. It is helpful to have these discussions with Electricity North Wes
to understand the importance of the decisimaking timetdle and the impact on business planning to ensure

(KIFiG Ay@SadySyd R28a y2i 0502YS | of NNASNI G2 |
Stephen Hal Assistant Director of Economy and Environment Economy & Infrastruc@uenbria County
Cauncll

84% of our Pluggelth Panel told us it was important or very important that the North West reaches net zero.
When presented with four timeline options for how fast Electricity North West should move to make it
operations net zerpwith 58% of membrs voting for the option of reaching net zero carbon emissions in our
operations by 2038 to align with the end of RBG n | YR (KS ! YQa A28 & panél C
members told us that we should align our targets by a-puiht between 2038 and ZD.

GL 0StASGS AGQA 62NIK AYy@SadAy3da Y2NB Y22ySe y26 |
way, hopefully encouraging other large organisations to follow suit in reaching or exceeding local and
nationaltargets
Pluggedn Panel Member

G L T havet&ea@bility talo so, they should so it earlier. They should not align themselves with a particular
FNBFQa 3J2+fa Fa Al aK26a LINBTFSNByOS T230NBA A3
Pluggedn Panel Member

We urdertook a similar exercise with our Sustainability Stakeholder Advisory Panel and based on the four
proposals presented, stakeholders were unanimous that option 4 was most appealing. This was regarded a:
the most ambitious option and is aligned to Greagek Yy OKSa i SNR&a O2YYAGYSyd G2
Decarbonisation has always been a top priority for the members of Youth Focus Westland they
consistently ranked it as one of their top priorities in our discussions with them.
G2S gAft RS FRSLINKAANRRY ¢PSAyzREL2IASE | A
Youth Focus North West member

—t

Headline commitment#3: We will reduce the number of power cuasid the average time people are withou
powerby 20%. The average number of power cuts per customer will reftloceone every four years to one
every five years and average time off supply will drop from 25 to 20 minutes a year.

wStAILOATAGE KlFLa O2yaradsSydte O02YS (2L 2F 2 dz2NJ Odz
Fl OG2ND® L Y LiNRyAR d@ostiudiversally wllimed.

In our initialpriorities research consumers were asked the priority areas they felt that we should be focusing
on in RIIGED2 Reductionsn the frequency and duration of power cuts were stated as the most inapbrt
areas to focus our investment.

GYSSLIAY3I @2dzNJ §t AFS NHzy YARUINDAZOSEY @ §f 8 TA ¥ K
Domestic Customer, Rochdale.




W5SEtAGSNRAY I | NBtAFOES ySig2Nl Q 61 a NIBuhgbRPan&l.S Y
Members of the panel stressed the importance of the serthed we provide and how other activities rely
heavily on firstly delivering a reliable network. They also highlighted the significant negative impacts an
unreliable network would &ve on many customers lives, particularly the most vulnerable customers.

G! NBEAFOES &dzlJLX @ A& LI NFY2dzyd YR AYLI Oda 2y
we decarbonise and switch to electriczand other sources of suppé
Pluggedn Panel member

G!'a I YF22N) O2yadzYSNI 2F St SOGNROAGEeS IyR 6A0K
power supply would be catastrophic for the operation ofdhéza A y S & & €
Manchester Airport Grougargeenergyusers indepth interviews

We continuously engage with our advisory panels to develop our plans and set challenging targets to delive
our stakeholded G NI 6§ SIA O LINA2NAGASAS aYSSLI 2dzNJ Odza G2 Y SNJ
continues to remain important with 88% of stakeholders who attended our summer 2020 regional advisory
workshops felingthat it was important to invest in improng network reliability further.

Also, stakeholders attending our Chief Executive Advisory Panel recognisedtsefigkah important issue
and noted the inconvenience of short duration interruptions, particularly to businesfiesn caused by
transient faults which can be difficult to locate.

Other examples:

Tree planting When discussing our vegetatiomnagemat we were asked by customers how many trees we
cut down. Further research with our arborist teams showed that we did not have a reporting framework to
measure that, we have always measured our work by spans of overhead line cleared (the distance between
two wooden poles constituting one span).

The challenge was put to us that if we were cutting down trees and not replanting them, were we having a
negative effect on the environment and carbon reduction? We have since updated our reporting practices al
our proposals committing us to planting or funding the planting of 10,000 trees in our region a year, enough
replace every tree we fell.

78% of ouPluggedn Panelsaid that doing more to redudie environmental impact when trees amt
downwasimportant to them.

GeENBSa LXIFe Fy AYLRNIFIYd NRBtS Ay (GKS gAftREATS A
RFEYF3ISR FNRY GNBS&as>x GKSNX ySSRa G2 o6S I ¢

Pluggedn Panel member
G2 KSy I GNBSIFK2008A) 8aKHJz R 0SS LI I yiSR | a

Pluggedn Panel Member
Our £1m community energy fund RRA GA 2y | £ Ay @ Panienna@yiNI 7 2 YRS (1S Sla

£1m per annum to help communities become more resilient, through generateig dwn energy, supporting
energy efficiency or other ways to use and manage energy locally

Many of our community energgrganisationsiave told us thathe lack of finance and support are amongst
the biggest challenges they are facing.

39



Customers felthat this fundwould stimulateactivity, andthat this was agoodway to support local
communities while also meeting net zero targets and lowering energy costs for customers.

GCKAA Ad OAGIE AdZIRNI O al yé& LINRedD@Rssas ehshds padgble Widz
help projects identify early on whether i#sA | 6 f S ¢
Online Community Member

GLYAGAF GA@Sa tA1S GKAA ogAfEOOK218FdA e o
Online Community Member

Removing overhead lines in beauty spot#/hie our stakeholdersn particular National Parks and Areas of
Outstanding Beautgire hugely supportive of this initiatiyeustomersgive it a low priorityand are not willing
to pay for the expansion of the scheme. Instead of scaling up this activity lbasstakeholder requests, we
are proposing to keep it at a similar level to ED1 secato overburden bilpayers.

2SS KIS NBAaALRYRSR (2 aSOSNIf 3I20SNYYSyld O2yadA
retained after the current programe finishes in 2023Ve are delighted that the regulator has agreed that
this vital and successful worko reduce the visual impact of pexisting lines on protected landscapes
should continue into the new programme. We look forwarddotinueworking with staff from Electricity
North West and the protected landscapes to remove wire clutter from our most stuning R & O | LJS 3
AmandaMcCleery, Friends of the Lake District

hdzNJ t £ dzZ23SR Ay t+FySt FStd GKIFG (Kikohs agit appeddd tolbéia A Y
largely aesthetic outcome and that the scale of investment required and speed of implememntatida bea
barrier.

GLO 62dzd R 0S YyAOSE o0dzi F O GKS GideMad® with 3,500kin-Scablesi 6 :
odzNBEd® LG Aa y20 | LN OGAOIE 206285
Pluggedn Panel Member

Young people in Cumbria also felt that there was an element of faibegsgeen rural and urban communities
andquestionel the investment needed to put cables underground versus the asteciated with power
cuts.

GC2NJ 1K2aS LIS2LX S f AGAY 3 maké uppf ory deMdrikTheiwidrk th puycables (i K
underground can be expensive but then this is balanced with the costs associated with power cuts and
overheadcab S NXB LJ- A NE @ ¢
Young person from Cumbria

Expansion of Smart StreeStakeholders were supportive ofare ambitious targets for the expansion of
Smart Street tawustomers in areas of high fuel poversp that all these customers can save money on their
bills (CVP, see section 5.4)
GLGQAa | -A/RQIOINIKASISINIOdza 12 YSNRE G2 al @S | 24
Pluggedn Panel Member

Smart Street was endorsday our Consumer Vulnerability Advisory Panel on the basis that this intelligent
voltagedJi A YA al A2y GSOKYyAIldzS KIFIa 0SSy LINR@GSY (42 Syl
more efficiently and reduce customer energy consumption by up to 8%. Stakeholders supported the site
selection criteria of areas where there is a high uptakewfdarbon technologies and areas of fpelerty.




Emergencystreet works: A stretching target othree days to complete repairs, resurface and clear sites after
emergency roadworks compared to an averagé.dfdays ireD1.

w2l Rg2NJ a Olofflen® fodeEsiBenty. Zhe &issially. INpaired and mobility scooter users often fin
Al RAFTFAOMAZ G G2 ySA20A1FGS NBRAdZOSR 6ARGK LI GSYSy
Online Community Member

Our online community were subsequendgked what they expected tis do to reduce thampact of
roadworksand a poll in which 140 people toplart demonstrated that reducing the duration
of roadworkswas a priority.

Local authorities have asked that we work collaboratively to identify dppdfes fordeliveringstreetworks
in a more ceordinated manner that minimises congestion.

[ 2y 3 RA ardadaAcdifid RoPlensyauseés pollution, costs money ahdi T NXza G NI G A
GreaterManchester Combined Authority

Stakeholders from Bolto Council told us they had concerns about the prolonged nature of disruption
associated with repairs and the impact on traffic flow in busy locations.

On top of this, ouwillingnessto-pay research gave us a clear view of the levels of service thathcesto
wanted and crucially, were willing to pay for.

It showed that the average that customers were willing to pay for agreed service levels was £28. However, v
set ourselves a higher benchmark in recognition of those customleasmay be less able or Nimg to pay. We
decided that we should take a figure that 80% of customers were willing tdqraihe desired outcomes.

80% of customers were willing to pay up to £9.80 for an imprgaakage.

We then took the service levels identified for these ptipareas, alongside other initiatives identified through
other research, to create an overall plan that could be delivered for a £9.80 increase in the bill that customel

pay.

Our acceptability testinghowed an 83% overall acceptance of plans.Futther details on our customer
research approaches, and the resuitill be included iPAppendix 2n our July draft

4.6. Buiding on our engagemeifior ED2

Our ED2 engagement programme has been the most ambitious we have ever attempted, and we are anxiol
to build upon what we have learned, and to retain some of the most successful elements of the programme.
Our 40strong deliberative panel of customers was a huge success and provided great valuehilpigigt us

to arrive at a set of proposals that areated in the priorities of local communities.

Wewill retain this panel model in EC#5 well as maintaining large scale customer research and ongoing
triangulation.We will also ensure thahe work we have done to build up our engagement over the past tw
years does not go to waste. We will add to our experience, resources and capabilities to continue giving
customers and stakeholders an even stronger voice in our activities.

We are also currently consulting on our engagement strategy for ED2 alotigisidieaft version of our plan.
The strategy will be available as an appendix to our July.draft
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5.2 KIFd 6SQff RSfEAQOSNI 6FaSR 2y 6KI G

This section examines our proposals in detaiffering an accessible description of the initi@svthat form
the backbone of our plan.

We have summarised the feedback that informed each propotaimake it easy to see how our plans have
been informed and shaped by conversations with our customers and stakeholders.

Where useful, we have includéacrementalinvestment figures for various projects. Howevasction9
contains a much more detail breakdown of how our ED2 business plan will be funded.

5.1. Meeting the needs of customers and network users

As detailed in our track record in section 8y customer satisfaction scores are already high, but customers
have told us of a few areas where we can impr®ueh acustomer services and supporting those in
vulnerable circumstances.

51.1.aSSGAY3 Odzali2YSNERQ ySSRa

Example astomer and stakeholder inputo this priority area

Our Plugged in Panel has emphasised to us our role as a service provider and therefore
meeting customer needs is a central function af avork.

During the qualitative stage of our initial priorities research customers told us that custor
service was important as they needed to be informed of power cuts and whether Electri
North West are doing any work in their area.

In a joint 20® DNO WTP study, the highest valued initiative tested (out of 18 tested) w
WRAzZNAY 3 LI26SN) Odzia AYyONBIFAaAS LINBIOGAGBS O2
O2y il Ot Aa GKNRdIzZZK LINRPIFIOUALBS YSIK2RaQ®

Our innovation project, Avatar on The FutwmfeCustomer Service also indicated that traditiona
communication channels such as telephone and IVR are very likely to compete in the ft
with Al based solutions and other innovative platforms such as Crowd Service.

During a playback session in Ded®n 2020 Members of Youth Focus North West told L
GaSSGiAy3a 2dz2NJ Odzai2YSNJ ySSRaé¢ aKz2dZ R o0S I
b2NIK 2Sad Aa OdzZAG2YSNEQ 2yteée 2LINA2y o

5.1.1.1. Making it even easier for customeescontactus

Customers can currently contact us via phone, our website, social media, email an@yxisimers have told

usthat they want new ways to contact us, but that because of the urgency of some contacts, and so as not t
disadvantage any custeers, we must focus on taking phone calls.
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We will set a realistic target to improve our customer satisfaction for ease of contaatemut of ten.

In ED1 wédaunched additional ways for customers to get in toustch as ouautomated chatbot. We alsase
multiple languages and work with external agencies to provide translation services. We will continue this wo
in ED2 to continuously improve our offer to customers.

The advantages of this approach mean that people can contact us when it suitsréttker,than waiting for
specific working hours of certain teams. It also frees up the phones for peoplewh@Qdo SI aAf & K1
option.

2 new conmunication channels:
Chat Bots & Self Service Facilitie

Running the customer contact centre
Keeping our records up to date
9 Maintaining & replacing our baekffice
IT systems
1 Managing our IT
X X X f Managing our buildings
9 Running our corporatéunctions

5 existing channels

= =

£0.5m 31 March 2024

5.1.1.2. Providing additional support to businesses during power intaoupt

Businesses can sometimes take a financial and even a reputational hit due to the impact of powecants.
also be more disruptive without the latest information to help make decisions on whether to continue or senc
people home for the day.

Togive businesses additional support during power outages (either planned or unplanned) wentifile
our innovative BisinessPriority Service®egisterc similar tothe PSR for our domestic customers.

Businesses signing to this free service will re¢ee a range of support, suchasBd €8 4 Q y2iGA OS 2
LX I YYSR L3 ¢ SNJ Oadiice drhotv 1€y fcdrobtiif gar@rat@rsamds SJQrbakctivelycontact
them during unplanned powecuts to keep thenup to date and help them plan.

Operate aPriority Services Registe
for Business Customers

Running the customer contact centre
Running ourcontrol room

Keeping our records up tate

Project management

Work management

Repairingaults

Dealing with severaveather

Trialed in ED1

E I |

£0.2m 1 April2023

5.1.1.3. Improving the speed and quality of our resportsesustomers
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We receive around 400,000 telephone calls from customers eaahayel this continues to growve will
increase the size of our customer team to answer enquiries more quickly. Tiraéswisupport resolving a
minimum of 80% of complaints made within 24 haurs

We will improve our overall customer service so thateastnine out of ten customers are satisfied,
compared to our current performance of 89%his improved customer sereiwvill enablecustomers to get
the answers they need more quickly.

Where we receiveamplaints we do rootause analysis to drive how we prevent complaints or improve the
processWe will continue this during ED2.

One of our roles is to connect new dostie or commercial properties to our electricity network, or change
the location or size of existing services, so that customers get the power they need.

Customers will benefit from an easier connections process which is responsive to their needsjtfabm in
application through to works being completed.

We will achieve this by being responsive to customer feedback, including the development of digital
technology and an improved website to make it easier for customers to track their project.

Enhanced customer team resolvir 83% 1 Running the customer contact centre
0, I I q
>80% of Comp|a|nt5 in 24 hours 1'[ Keeplng our records up to date

1 Project management

1 Inspecting and maintain the network
1 Running our corporate functions

X X  Managing our IT
£0.3m 31 March 2024

5.1.1.4. Providing faster quotesnd faster completiofor new connections

Wewillo SFd hF¥F3ISyQa aidlyRFENR F2NJ GKS GAYS AdG G 1Sa
will also increase customer satisfactionnime out of ten through continuousmprovement looking at the
processes and systems we use to streamline and develop improvements.

Exceed Ofgem targets Exceed Ofgem targets 1 Runningthe customer contact centre
1 Keeping our records up to date
9 Designing and Planning
9 Project management
X 1 Work management
1 Managing materials and stock
i Managing our buildings
1

£3.8m 31 March 2024 Running our corporate functions
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5.1.1.5. Maintain high levels of competition in connections in the North West

Connections customers tell us that the best thing we can do to deliver value to them through efficiest pric
and high quality service is to maintain a competitive environment for connections providers in our area.

We arethe most successful network operatior demonstrating that there is active competition in our area.
Ofgemcarried outcompetition tests wheg new connections work was categorised into 11 market segments.
tp2 2F (KS&S 6SNB WSEOf dZRSRQ YINJ SG aS3ayvySyida s4KA
where competition was expected to be less likely to develop; for these customersmatwranisms (eg

customer satisfaction survey and time to connect incentive) are in place to ensure they receive good service

Of the other nine market segments, Electricity North West successfully passedrepuesentingmore than
95%o0f all connectionsn our areaas shownin green in the diagram below:

Demand

Distributed
Generation

Unmetered

We will maintain our high levels of competition in connections in ED2 as the best way of providing choice an
value to customers.

Competition enabled i85% of  § Running the customer contact centre
Continue enabling competition connections marketsmore than any | Keeping our records up to date

other DNO  Designing and Planning

1 Project management

1 Work management

1 Managing materials and stock

9 Managing our buildings

1 Running our corporate functions

Nil Ongoing

5.1.1.6. Reducing théime it takes to complete emergencgadworks

Emergency roadworks are required if ourderground cables are damage®loadworks can cause disruption
to local communitieand commuters through extended travel time, loss of trade to besies, noise and air
pollution.

Local authorities have asked that utility companies work collaboratively to identify opportunities for delivering
roadworks in a more coordinated manném,order to minimise congestionOur customers were also

supportive for reducing the time to complete roadworks.response, we will work more flexibly in ED2 to
reduce the average time taken to finish emergency repairs in the highway or pavement frora diogay/to

an average of 3 days.
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This will be measured from the time of repairs commencing to the site being tidied up andeckgbdts
previous condition.

Faster reinstatement of emergenc
streetworks

Running thecontrol room
Keeping our records up to date
Project management

Work management

Managing material and stock
Operational training

Vehicle repair and operations
Maintaining & replagig IT systems
Investing in tools and equipment
Innovation

Repairing faults

Running our corporate functions

5 days

No additional allowances, but
incentive rewards if
improvement delivered
successfully

31 March 2026

=4 =4 =4 -8 -4 -8 _a_9_5_°2_°_-°

5.1.1.7. Increasing communitfocused approaches to engagement

We will htroduce a more local communifpcused approach to engagement and communimagi about work
and services iour region.We will recruit and train a specialist team to work with local communities to
Sy3r3sS Fo2dzi 9f SOGNROAGE b2NIK 2Sa0Qa OdNNNByd |y

A recent example of this is engagement with a camity in Golborne, Greater Manchester, which had
suffered multiple power cuts in a short period of tin@ommunity feedback resulted in us planning,
scheduling and carrying out repgiin Golborne within two weeks.

We wrote to 2,000 customers to keep thanformed, engaged with the local MP and arranged for an
online Q&A with customers on Facebodkustomers will gain more tailored information and support over key
issues that are affecting thethrough this approach

Community engagement team
improving access to information o Successful trials
network issues

Running the customer contact centre
Keeping our records up to date
Project management

Maintaining & replacing IT systems
Managing our IT

Running our corporate functions

E R I

This forms part of our overall

. 31 March 2024
customer experience proposal

5.1.2. Supportingelectricity usersn vulnerable circumstances
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Vulnerability can mean many things. Our current definitioBih SOG NA OA & b2NI K 2 Sa&ai
community which feels it may be left vulnerable by real or perceived barriers to the service Electricity North
West and their trusted partners provide during a loss of electricity now or in the fidture.

Input from customers and stakeholders in this afeghlighted the importance of addressing transitory
vulnerability and designing services with inclusion in mind.

More informationwill be includedn our dedicated appendix on our electricity users imeuhble
circumstances strategy alongside our July submission.

Example astomer and stakeholder inputo this priority area

Our onlinecommunity told us that our Priority Services Register is an essential service to ce
people who may be in vulnerable circumstances and we should continue to promote it.

Our Plugged In Panel told us that they thought power cuts would affect custameuterable
circumstances more severely, as they could be reliant on electricity for their immediate het
such as ihome medical equipment refrigerating medicines, so we need to effectively prepi
for and mitigate predictable circumstances.

Our Plgged In Panel told us that there are many difficulties faced by people in vulnere
circumstances and that tackling these should be central to all our considerations. The pane
stressed the importance of a reliable electricypplyto support the health ad wellbeing of
customers in vulnerable circumstances.

Our Plugged In Panel also raised concerns about the expected rise in levels of fuel pove
the current economic crisis and the need for Electricity North West to support those custom

At one d our Powering Up Recovery events Citizens Advice told us that they thinkX®od

not only going to affect people's ongoing ability to live daily lives well into the future; but it v
also affect their ability to invest in their homes and net zeror things like electric vehicles

and making that switch because they can be expensive.

5.1.2.1. Collaborating more closely with other utilities

We will collaborate more closely with other utility providers (evgter and gas) in the North West to provide
improved services to customers in makable circumstances.

To achievehis we will jointly fund new research projects and partnerships that improve support services,
share awareness campaigns (esgfety) and share data to keep our Priority Services Register as up to date as
possible.

This joinedup-approach is more efficient because it prevents the need for utility providers to always
communicate separately with customers.

A recent example is a new collaboration between Age Concern, Electricity North West, United Utilities and

CadentGas alongside Preston North End Community and Education Trust, in a joint effort to reach and
support older people in Lancashire.
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Customers will benefit from mnore efficient andcost effectiveservice with improved support for customers in
vulnerable cicumstances across the North West.

Key consultation question

When we carried out acceptability testing on all our proposailis,ane ranked top of albf them and achieved
90% acceptabilitfrom customers As such, should we look to do even more? Ifdm|t?

. Activities to help deliver this outcome
Outcome description Current performance level .
(see section 8)

Enhanged cardination W'Ith u“kl;lty Utilities Together forum with Cade T Runn.hg thecontrol room

R StUpport vl and United Utilities 1 Keeping our records up to date
CUSIOMErs 1 Maintaining & replacing IT systems
Customer and stakeholder evidence sources 9 Innovation

Max-diff e e ey | Managing our IT _
9 Running our corporate functions
X X
Incremental cost of proposal Target delivery date

£1m 31 March 2024

5.1.2.2. Doubling investment in referral networks

We will double our investment into referral networks to £500k per year to enable trusted partner
organisations to provide customers in vulnerablieeumstances with the support they need.

Funded partnerships allow us to refer customers in vulnerable circumstances to organisatio@ti@gs
Advice) that are trusted by local communities and provide extra support.

This can include energy eféncy advice, free firdime central heating, grants to insulate or upgrade a
Odzai2YSNNna KSIFdAy3a acaidsSYy yR @2ftdzyiSSNAR YI1Ay3

Customers will benefit from health and wellbeing benefits associated withestimy customers to support
sewices when they need them most.

Key consultation question

Thisproposal was one of our lowest scoring proposals with customers7 @sstill said it wasaccepgble. Do
you think we need to be more ambitious or less ambisiavith this proposatio make it more acceptable?

. Activities to help deliver this outcome
Outcome description Current performance level .
(see section 8)

£500k per annum |n|l/ested in refer £250k per annum 1 Runn!ng thecontrol room .
networks 1 Running ou corporate functions
Customer and stakeholder evidence sources ' Running the customer contact centre

Max-diff Willingto-pay | Acceptability
X X
Incremental cost of proposal Target delivery date




£1.3m 31 March 2024

5.1.2.3. Expanding the reach of oBriority Services Register

We currently have almost 1m people registered on our fPgierity Services Register (PSR)cfmtomersn
vulnerablecircumstances, out of 5m people in a@gion This isaround 5@ of althoseeligible.

We will increase membership of the PSRitminimum 0f60% of those eligible for registration, targeting areas
of the North West that have the greatest number ostamers in vulnerable circumstances.

The PSR is a free support service to customers who need extra help during a power cut, either over the pha
or faceto-face.We will continue to develop and expand our PSR and the services we offer to those on it
including support available during power cuts.

We will enhance the service provided to members through making contact more frequently to check
everything is okay, arranging visits from Customer Welfare Officers for those who need extra help, providing
tips to prepare and stay safe during power cuts and developing new support services.

Customers will benefit from increased resilience and health and wellbeing benefits associated with reducing
the stress and anxiety that nde caused by a loss of power.

. Activities to help deliver this outcome
Outcome description Current performance level :
(see section 8)

Minimum 0% of eligible customer  50% of eligible customers on the § Running thecustomercontact centre

on the Priority Services Registel Priority Services Register  Keeping our records up to date
Customer and stakeholder evidence sources i Project management
Max-diff Willingto-pay | Acceptability | Oneto-one el ”_‘a”age”f‘e_”t
i Operational training
X X X | Repairing Faults
Incremental cost of proposal Target delivery date 1 Dealing with severe weather

1 Managing our IT
£5.1m 31 March 2028

5.1.2.4. Creating an innovation fund to ensure no one iskeftind

One of the risks of a rapid path to decarbonisation is that customers with lower incomes and fewer
opportunities will get left behind, as more affluent customers takenew technologies and reap the benefits.
This could widen social and economic gaps further, creating an even more unequal society.

To help prevent this imbalance, we will introduce a new £280dhnualfund to remove the barriers that
prevent the takeup of low carbon technologies, such as electric vehicles or solar panels, so that no custome
gets left behind.

Key barriers to these technologies include their cost and the need for greateaton and support to
understand them.

This funds a specific new idea brought by one of our stakeholders as a suggestion on how we could increas
engagement and communication with key groups. We are looking for new developments to trial and learn




from. The investment level will support our learning and if we find something that works and want to develop
further, we would make a business case to develop it.

Customers will benefit from innovative solutions to ensure that everyone can benefit ffatara energy
system that is both smart and fair and ensuresttha customer gets left behind.

. Activities to help deliver this outcome
Outcome description Current performance level .
(see section 8)

Establish innovation fund to remoy 9 Running our customer contact centre
. N/A
barriers to LCT upke

9 Managing our buildings
9 Running our corporate functions

Customer and stakeholder evidence sources

Max-diff Willingto-pay | Acceptability
X X

Incremental cost of proposal Target delivery date

£1.3m 30 September 2023

5.1.2.5. Supporting customers in fuel poverty

We will work more closely with trusted organisations to understand fuel poverty and deliver support services
investing £2m per yeeao support250,000 fuel poor customers by 2028.

In the North WestL2.1%of households (approxX50,000customers) are in fuel poverty,hich iswhenpeople
cannot afford to keep adequately warm at a reasonable cost, given their income.

These househdk arein more vulnerablecircumstanceshan mostwhen power cuts occur, because they
R2y Qi KIF @S adzNLlJ dza Ay O02YS (2 géthgddhotimddNAy 3 GKS LR ¢

Working alongside local agencies we will provide a more integrated range pérsgervices investing £2m
per year to reach all 250,00uel poor customers by 2028his is a quadrupling of our investment from ED1.

Energy efficiency advice, grants and debt management support will help recipients finabaiadiiso build
their confidence and knowledgéVellbeing and other health challenges will also be supported through a
referral scheme which will make it easier for customers to get the thelp need.

. Activities to help deliver thisoutcome
Outcome description Current performance level .
(see section 8)

250,000 customers in fuel povert N/A 9 Running the customer contact centre
supported f Managing our IT

Customer and stakeholder evidence sources 1 Managing our buildings

Macediff Willingto-pay | Acceptability '|T Running our corporate functions
X X X
Incremental cost of proposal Target delivery date

£7.5m 31 March 2028

5.1.2.6. Offering timed appointments




We will continue tooffer timed appointments to customers who are having work completed at their property,
or to those who require a welfardsit.

Connectionsandct? dzi 62 NJ] 6KAOK Aa LINBR2YAylyGfe Ay &a2YS
based.Planned welfare visgt are arranged througtiscussiomwith customersand have either dmed
appointment ot if support on the waytimed expectéons.

We willmaintain this important servictor contacting and arranging visits with customers in vulnerable
circumstance# they needthem, andoffer them timed appointments to make life easier. Visits will be made
by a Customer Welfare Officer togain what is happening, provide reassurance and tailored support.

. Activities to help deliver this outcome
Outcome description Current performance level :
(see section 8)

Timed appointment service for PS$
customers established

Runningthe custome contact centre
Keeping our records up to date
Project management

Customer and stakeholder evidence sources
Work management
Operational training

Max-diff Willingto-pay | Acceptability | On
X X X X 1 Running our corporate functions
Incremental cost of proposal Target delivery date 1 Inspecting and maintaining the networl

1 Managing our IT
£2m 30 September 2023

N/A

= = =

f
eto-one
f

5.1.2.7. Developing new customer advisory panels

We will establish new representative customer advisory panels to include direct input to osrfpdan
members of the public.

A customer advisory panel is a group of customers that come together to review our business plans and
provide feedback on our performance.

In developing this ED2 business plan, we established a new deliberative customeémhich has proved
hugely insightful and beneficial. We want to capitalise on this investmedtearning anéhtroduce a new
customer advisory panel to provide ongoing feedback on our strategy to support customers in vulnerable
circumstances.

To ensire the panel is representative it will include a diverse range of customers that truly reflects the wide
range of people that live in the North West.

t I NI 2F GKS LI yStQa NBYAG gAff 0SS G2 LINRPJDABRSesTSS
in the energy sector through videos, community sessions, education in schools and referral networks.
¢CKS 2dzi02YS gAft 06S || AGNBYIIGKSYyAy3a 2F O2yadzYSNE
investment, futue policy and customdrenefits.

Key consultation question

This proposalvas one of our lower scoring proposalst 79% of customers still found iteeptalde. How do
you think we should take th forward (if at all). If you have been involved in any of our existing panels, have

you fourd them useful? Would you recommend that we hold more? If we did, how should we split them? By
region, topic, type of customer etc




. Activities to help deliver this outcome
Outcome description Current performance level .
(see section 8)

Vulnerable cusimer panel N/A 1 Runningthe customer contact centre
established ' Running our corporate functions

Customer and stakeholder evidence sources

Maxdiff | willingto-pay | Acceptability
X X
Incremental cost of proposal Target delivery date

£2.5m 30 SeptembeR023

5.2. Maintaining a safe and resilient network

On average, an Electricity North West customer experiences a power cut less than once every three years ¢
is without electricity for around half an hour every year. This represents dilélidevel of 99.994%a
performancewhich is in the upper quartile of all Blectricity distributors inGB.

Wewere the only electricity distribution network operator to commit to ensuring none of our customers
would suffer a service that Ofgemwoulif  a 3 A F& | & dao2NERG aSNBSReé oe
period in 2023. We are on track to deliver on this commitment and (in 2019/20P68lgf our customers

were in this category.




5.2.1. Delivering a reliable network

Example astomer and stakeholder inputo this priority area

l'a LI NI 2F GKS ljdza t AGFGABS adF3S 2F 2 dzNJ
rankedas of one of top priorities by customers as electricity is so key tetaldgy life We
have more consensus on this area across all stakeholder groups than any other.

Our Plugged In Panel stressid importance of the service the we provide and how eath
activities we may carry out rely heavily on firstly delivering a reliable network. They ¢
KAIKE AIKGSR GKS aA3ayATFAOLFIYd yS3alFGABS AYlL
lives, particularly those in the most vulnerable circumstances.

ONJ 2yfAYyS O2YYdzyAite (2fR dza (GKIFIG WRStEAQD
now due to Covid9. Members told us that Covitl9 had made them think more about how
much they rely on electricity, for example working from home.

Our Plugged In Pahdold us that replacing old equipment before it fails should be a
investment priority as it will prevent problems occurring in the future.

Our Plugged In Panel also acknowledged the need to improve performance for custor
receiving multiple power cutand those experiencing fuel poverty as the panel had desire f
FIEANYySaa yR Wy2( fSIH@Ay3a LIS2LX S 06SKAYRC

Our ongoing engagement with our stakeholder advisory panels helps us develop our plans
aS0 OKIffSyaay3a GF NBSGAO UILANARINRAIGSND da dolY(SE
NHzy yAy3aé Aa 2yS 2F GKSYDd ¢KAA LINA2NARAGe C
who attended our summer 2020 regional advisory workshops saying it was important to in'
in improving network reliabilit further.Our Chief Executive Advisory Panel also recognis:
reliability as an important issue and noted the inconvenience of short duration interruptio

5.2.1.1. Improvingnetwork health

The electricity network is a complex system comprising overhead lines, underground cables, substations,
transformers anagwitchgear.

Much of this equipment is lonlived. In fact, some of our underground cables are over a centuryOolelr

time, these asets can degrade and become increasingly prone to failure, causing power cuts.

The largest part of our investment programme is devoted to the replacement and refurbishment of existing
equipment.

We measure the overall health and risk on the networkgsin industry standard approach. We
will undertake a targeted and efficient programme of asset renewal which maintains #ralbgondition of
the network.

Key consultation question
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While 80% of customers found this proposal acceptable in our tedtirginess customers and stakeholdars
particular haveasked us to do more than just maintain the health of the network and invest to improve it

We could maintain the overall health and risk of failure of the network at current leveE240m. By
increasing investment bg30m we couldeduce the risk of failures by 10%his would add approximately 60p
a yearto the averagelomesticcustomerbill.

Does this sound like a value for money investmeiduld we look to be even more ambitiou§? stould we
focus on keemgbills low and not make the extra investment?

1 Running thecontrol room
9 Keeping our records up to date
Maintaining current level of networ { Designing and planning
risk 1 Project management
Work management
Managing materials and stock
Operational training
Vehicle repair and operations
Setting network policy and standards
Maintaining & replacing IT systems
Investing in our buildings
Replacing our vehicle fleet
Investing in tools and equipment
Innovation
Replacing and refurbishing network
£73m over current levels and . assets
total cost of£239m SRliElen a0 Managing our people
Managing our IT
Managng our buildings
Running our corporate functions

Ensuring the overall health of the
network and the risk of failure is
maintainedat current levels

x
X
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5.2.1.2. Reducinghe number of power cuts

The frequency of power cuts is measured through the number of interruptions a customer exqaeeyien
averageWe commit to reduce the number of interruptions experienced by customers on average by
further 20% from their levels in the 2021023 period.Thiswill reduce the averagéom aroundonceevery
four years to once everjjve years.

We will reduce the number of customers affected by each fault on the network by installing new automated
control equipment.

Last year, the North West network had teecond besperformance out of the 14 distribution network

operators for power cut frequencylhis proposal will improve performance even furthéth customers
benefitting from improved reliability.
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Running the customer contact centre
Running thecontrol room

Keeping our records up to date
Designing and planning

Project management

Work management

Managing materits and stock
Operational training

Vehicle repair and operations
Setting network policy and standards
Maintaining & replacing IT systems
Investing in our buildings

Innovation

Repairing faults

Dealing with severe weather
Inspecting and maintaining the netwo
Tree cutting

Improving performance

Looking after worst served customers
Managing our people

Managing our IT

Managing our buildings

Running our corporate functions

Once everyour years
28 interruptions per year per 100
customers

Reduce frequency of power cuts t
20%from 20212023 levels

No upfront allowanceg
payment on results only via 31 March 2028
h¥3ISYyQa LL{ Ay
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5.2.1.3. Reducing the length of power cuts

The overall time that customers are without elecity is expressed using the Customer Minutes Lost
term. We also commit tareduce this by a further 20% from the levels in 2@2P3 in the RIIED2 period.
This will reduce the average time without electricity in a year from around 25 minutes to 20 minutes
We will do this by rolling out new innovative technology to identify faults and their locédgter,
andtraining more engineers tbe able torespond quickly to these faults.

Last year, the North West network had tfaurth best performance out athe 14 distribution network
operators for power cut duration. This proposal will improve performance even fuwitermany customers
beneitting from reduced disruption.

1 Running the customer contact centre

27 minutes lost per year per 100 1 Running thecontrol room
customers Keeping our records up to date

Work management
Managing materials and st&
Operational training
Vehicle repair and operations
Setting network policy and standards
Maintaining & replacing IT systems
Investing in our buildings
Replacing our vehicle fleet
Investing in tools and equipment
Innovation
Repairing faults

Reduceime off supplyby 20%rom
2021-2023 levels

No upfront allowances
payment on results only via 31 March 2028
h¥asSyQa LL{ Ay

X
x
x
X
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Dealing withsevere weather

Inspecting and maintaining the networl
Tree cutting

Improving performance

Looking after worst served customers
Managing our people

Managing our IT

Managing our buildings

Running our corporate functions

=4 =4 =8 4 -8 -8 - -8 -9

5.2.1.4. Improving reliability for those wviita poor service

We maintain high standards of reliability by investing in the network, using new technology to minimise the
impact of faults when they do occur and continuing to improve our operational response and practices.
However, there is still @gnificant minority of customers, predominantly in rural areas, who receive a
performance that is worse than the average.

This is often due to the presenceafarge number obverhead cables, combined with greater exposure to
storms, windborne debrisand falling trees.

While the average time to locate and repair these faults is relatively short compared to those on undergroun
networks, the overall pattern remains one of significantly better performance in urban areas.

Our customers and stakeholdewant us to improve the levels of service we provide to customers in more
exposed parts of our network.

In response, we will deliver a targeted programme of enhancements to improve the reliability of the poorest
performing parts of the network.

Thiswif f 6S o0F&ASR 2y dzaAy3 hseld vuStdmer Wahaw astassédalfl the2 y
areas which would have qualified under this new measure since 2016 and have dgsigpesedmeasures
for each of them.

This programme will benefit,159Worst-Served Customers and a further 30,102 customers on the same
circuits for a cost of £20mver RIIGED2.

As part of this programme, we are committing to delivering a minimum 50% performance improvement on
the 27specific circuits which can be seemihe mapbelow:
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1 Running the customer contact centre
1 Running thecontrol room

1 Keeping our records up to date
Designing and planning

Project management

Work management

Managing materials and stock
Operational taining

Vehicle repair and operations

Setting network policy and standards
Maintaining & replacing IT systems
Investing in our buildings

Investing in our buildings

Improving performance

Looking after worst served customers
Managing our people
Managing ourT
Managing our buildings

Invest to improve the service for
nImnn-A8NIAEGRQ || LYAGSR LINRINI YY
poorly-served customerwith a 50% EDI1worst served customer schemr
improvement target

£20m 31 March 2028

X
x
x
X
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il

Running our corporate functions

5.2.1.5. Improvingreliability for those irvulnerablecircumstances

The adverse consequences of a power cut can be considerably greater for etstomulnerable

circumstances

One of the most impactful things we can do to support communities aviirge number ofulnerable
customers is therefore to improve the reliability of the local network.

We conside236,0000f our 2.4m customers (10%) to bethe most vulnerable miumstances. This includes
but is not limited to customers with a chronic/serious illnéSsme of these customers live in areas (often
highly urbanised) which already enjoy a very reliable electricity supply, but many will suffer the inconvenienc

of morefrequent power cuts.

In ED2we plan tocompletea targeted programme of network investments that will:

reduce the future likelihood of a loss of supply for groups of customers with known high vulnerabilities
fed fromknownpoorly performingparts of thenetwork. This wilkotal £3m and benefiB44 customers

with a known vulnerability at an average cost 8393 per vulnerable customer. Other customers in
these areas will also benefit from the improvements
mitigate the impact of high voltage faults onstamers with a known high vulnerability. This will be
focused at areas which, whilst they may have reasonable current reliability, are vulnerable to extendec
power cuts due to the network construction. This willdEhieved by means of automation, introdng
remote control to distribution substations and ensuring the availabilitsltErnative routes to provide
power if there is a faultThis wiltotal £16.6m and benefil 6,617 highly vulnerableustomersat an

average cost of £1,000 per vulnerable cunsép.

Key consultation question

Thiswas a popular proposal in our acceptability testing, rankingith 88% acceptability. We haaelded

some more detail on costs and how we would achieve this improved network performance. Do you still think

that thisis a good proposal? Is it ambitious enough? Does it provide good value for money?

Improved network reliability for
customers where there iskigh
incidence oftustomers in vulnerabl
circumstances

Investments for 56 key sites only
(hospitals etc.)

=4 =4 =8 -8 -4 -a_a_4_5_°2_°_-°

Running the customer contact centre
Running thecontrol room

Keeping our records up to date
Designing and planning

Project management

Work managemet

Managing materials and stock
Operational training

Vehicle repair and operations
Setting network policy and standards
Maintaining & replacing IT systems
Investing in tools and equipment
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1 Managing our people
1 Managing our IT
£20m 31 March 2028 1 Managing our buildings
1 Running ar corporate functions

5.2.1.6. Measuring and reporting short power cuts

Very shaot power interruptions (e.glastingless than three minutes) are not currently included in our
performance reportin@gs they have traditionally caused less disruption and their exclusion encourages the
use of remote control and automation on the networkiestore interruptions quickly.

As the country becomes more reliant on electricity, we recognise the increasing impact of any power cut,
regardless of the length. We will work with other network operators to develop a reporting framework for
these shortinterruptions to help ugstablish new ways of monitoring and ultimately addressing them.

The benefit will be accurate and consistent measurement across the country to determine whether any new
standards should be introduced.

5.2.2. Building a resilient netwrk

Example astomer and stakeholder inputo this priority area

Our Pluggd In Panel told us that with the increase in extreme weather and flooding tt
building resilience into the network must become a bigger priority moving into the future. Tt
FSEG AG 62dz R A YLINE @ Sterd effcioncyNandwouldEhe a pasifive
impact on other priorities, particularly the reliability of the network and environment:
concerns.

There was a strong emphasis on building up resilience againstaitheks which were viewed
by our Plugged In Panel as a serious threattdute extent of damage which could be if they
were to happen. Improving the resilience of the network to new and more frequent forms
cyberattacks was seen as a worthy investment.

Through our acceptability testing qualitative focus groups custon@dsits it was good to be
proactive and safeguard the network against external threats.

Our Local Resilience Fora engagement meetings allowed us to do specific engagement ¢
plans with this expert group made up of emergency responders including lotadraies,

emergency services, utilities and NHS providers. They emphasised the need for us to t
investment in protecting the network against foreseeable threats such as bad weather.

5.2.2.1. Improving flood protection

The effects otlimate changéave led to some dramatic weather patterns in recent years, which have had an
adverse impact on our network and our customers.
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For example, in 2015, Storm Desmond caused flooding at Lant SN a YIF 22 NJ adzo &G+ G A ;
than 60,000 customerdVe invested £6m to raise key equipment at the substation 3m above the ground, to
keep them safe if the site flooded again.

In ED2, we will build on the work completed to date, by iowing flood defences tour highest voltage
substations serving more than 10,000 customardine with the recommendations of the National Flood
Resilience Review his meansmplementing defences at sites identified as vulnerable through new atada
by continuing our programme to improve flood defersc® high voltage transformers.

This programme will increase flood protection to 21 substation sites serving 345,000 customers at a forecas
cost of£4.2m. Its completion means thatl of our major substdons will be protected to at leasit/100
yearflood risk, including assumptions uture climate change impacts.

. Activities to help deliver this outcome
Outcome description Current performance level :
(see section 8)

9 Running thecontrol room

1 Keeping our records up to date
1 Designing and planning

1 Project management

1 Work management

1 Managing materials and stock
1 Operational training
1
1
1
1
1
1
1

Protect 21 sites from risk d#fooding Al sites protected to previous
ina1in 100 year storm event standard

Customer and stakeholder evidence sources

Maxdiff | Willingto-pay | Acceptability
X X
Incremental cost of proposal Target delivery date

Vehicle epair and operations

Setting network policy and standards
Maintaining & replacing IT systems
Investing in our buildings

Replacing our vehicle fleet

Investing in tools and equipment
Improving resilience to extreme events
preventing flooding

Managing our pople

Managing our IT

Managing our buildings

Running our corporate functions

Total cost 0£4.2m 31 March 2028

5.2.2.2. Improving our management of trees near overhead lines

Trees or branches falling onto power lines can cause power cuts and damage. For example, high winds dur
Storm Ciara in 2020 caused tree damage to our network, resulting in powelnifs000 customers.

Our teams of trained tree cutters and surveyors will increase inspections of vegetation near overhead lines i
ED2, and work collaboratively with landowners to prune, fell and dismantle more trees at risk of damaging o
network.

In ED2, we will also have to address the impacts of diseased trees, particularly Ash Deebagiidy

destructive disease caused by a funguwshich is rapidly spreading through the countAsh Diebackauses

ash trees to weaken and pose a greater daskalling onto overhead lines with consequent impacts on power
cuts and safety. To mitigate these impacts, we (together with the other network operators and bodies such.e




localauthorities andhighwaysagencies) will need to start proactively removingse trees before they pose a
danger.

We have also reviewed the number of trees that we cut down during our proactive vegetation management
activities While most trees are pruned or coppiced by our skilled arborists, some trees do need to be fully cu
down. Due to the need to fell diseased trees affectedAsh Diebackduring ER we may have to cutlownup

to 10,000 trees a yeakVe are planningo replace thesamenumber of trees that we cut dowm ED2.

Customers have also asked us to increase our veopkomote bialiversity in other ways seestion5.3.2.6

Key consultation question

This proposal achieved 85 support from customers in our acceptability testiBgt weQ @S y 2 ¢ a A3y
increased the ambitiondre to replace every tree we cut dovgrup to 10,000 a year rather than the original
proposal of 365 a yeai-hiswould ensure that any reliability benefits will not come at the cost of the

environment in our region. This new proposaime from our ongoingngagement Y R 4 SQNB {1 SSy
your views on its scale.

o Activities to help deliver this outcome
Outcome description Current performance level :
(see section 8)

91 Running thecontrol room

1 Keeping our records up to date

1 Designing and planning
Compliance with current standard § Project management
1
1
1
1

Enhanced tree management deali
with Ash Diebackand also ensuring
fewer treerelated faults due to

storms Work management

Managing materials and stock
Operational training

Customer and stakeholder evidence sources Vehicle repair and operations

_ — — 9 Seting network policy and standards
WAL RCREVA IR IO IRCAEERCEN ¢ Maintaining & replacing IT systems
X

X 9 Investing in our buildings

Incremental cost of proposal Target delivery date T Replaqng SHAEITES flee.t
9 Investing in tools and equipment

9 Treecutting
1 Managing our people
31 March 2028 1 Managing our IT
i Managing our buildings
9 Running our corporate fuions

£3m per yeaplus £3m per yea
for Ash Dieback

5.2.2.3. Improving telecommunications resilience

Controlling the electricity network is dependent on being able to communicate with the egmipramotely.
We will improvethe resilience of equipmerthat enablesus to monitor and manage the electricity network
remotelyfrom our central control room.

We own and operate a private communications and data network to do this. We will investimibie
network to increase its resilience against physical, virtual and weaitiated threats.

Customers will benefit from faster restoration of power during faults due to automated responses and remot
control ofthe network.




e Activities to help deliver this outcome
Outcome description Curent performance level .
(see section 8)

o 91 Running thecontrol room
S COIIIEEEnS Establishing internet protocol T Keeping our records uptdate

infrastr re resilien - . . . .
astructure resilience connections to all major substatior 1 Designing and planning

| Project management

. 1 Work management
Customer and stakeholder evide® sources  Managing materials and stock

Max-diff Willingto-pay | Acceptability | Oneto-one RI®JEetilolgt Rig:gllgle
X

X Vehicle repair and operations

Incremental cost of proposal Target delivery date

=

9 Setting network policy and standards
9 Maintaining & replacing IT systems
9 Investing in our buildings
1 Replacing ouvehicle fleet
1 Investing in tools and equipment
9 Repairing faults
9 Dealing with severe weather
EL.om 31 March 2028 1 Inspecting and maintaining the networl
1 Managing our people
1 Managing our IT
1 Managing our buildings
9 Running our corporate functions

5.2.2.4. Increasecyberresilience

As electricity networks become increasingly datebled, it is more important than ever that the data
networks that support them are resilient &xternal threatsinthe ED2 period, we will focus on levelling up
our current cyber security capability.

Thegovernment introduced the Network and Information Systems (NIS) Regulations 2018 to increase the
overall cyber security and cyber resiliencedgferators of Essential Services (OES) such as ourselves.

The regulations require us to take appropriate and proportionate technical and organisational cyber security
measures to manage risks and minimise the impact of incidents affecting these systems.

We have completed a sedissessment using the Cyber Assessment Framework (CAF) which has informed ou
mediumterm cyber security improvement plan. This sets out the steps we plan to take in ED2 and beyond tc
comply with the regulationand exceed them.

o Activities to help deliver this outcome
Outcome description Current performance level .
(see section 8)

ert & oy Compeed o assessmert undc | futing heonielroom
S new Cyber Assessment Framewc {1 alnta.unn?g replacing systems
9 Investing in our buildings
Customer and stakeholder evidence sources 1 Managing our people
IRy 1 Managingour T
9 Managing our buildings
X X X 9 Running our corporate functions

Incremental cost of proposal Target delivery date

£17m 31 March 2028




5.2.2.5. Improved storm resilience

On average, 70,000 customers are currently affected by large storms every winter. Storms mainly affect the
rural areas of our network which haleng lengths of overhead power lines.

We willimprove the resilience of the networeducingthe numberof customersaffectedby largestormsby
increasing our treenanagement programme, rolling out overhead line monitoring and delivering other
reliability programmes (e.gworst served gstomers) to improve performance.

Thiswork will see fewer customers affected by power cuts sediby storms by 2028Ve will report annually
on the number of customers affected by storms to customers and stakeholders.

We have investigated potential specific network resilience programmes for areas persistently impacted by
storms but analysis shows that the impacts are relatively widespread and sufficiently rare in any particular
location to make a targeted programme un@omic.

. Activities to help deliver this outcome
Outcome description Current performance level :
(see section 8)

1 Running the customer contact centre
9 Running thecontrol roam
70,000 people affected each yea I Keeping our records up to date
Designing and planning
Project management

: Work management
Customer and stakeholder evidence sources : .
Managing materials and stock

(O[S GREAN |  Operational training

X X X X Vehicle repair and operations

Setting network policy and standards

Maintaining & replacing IT systems
Investing inour buildings
Replacing our vehicle fleet
Investing in tools and equipment.
Repairing faults
Dealing with severe weather
Inspecting and maintaining the networl
Treecutting
Improving performance
Improving resilience to extreme events
Managing our people
Managing our IT
Managing our buildings
Running our corporate functions

Improve resilience of the network 1
storms

= =] = =

=

Package of measures includir
flood protection,additionaltree- 31 March 2028
cutting and Sentinel retbut.
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Blackstart refers to the process of restarting the network following a national shutddwur. network is
currently compliant to thestandards for restoration set lyovernmentbut these are currently being reviewed
to enable faster and more widespread restoration in these circumstances.




We commit to delivering against these new standards when confirmed. This is likely to leag&sedcosts
for managing our@ntrol room operation.

Improving standards will giveassurancéo customers that there is a robust emergency recovery process in
place.

. Activities to help deliver this outcme
Outcome description Current performance level :
(see section 8)

91 Running thecontrol room
Ensure compliance with new Blac Ensuring compliance with curren 1 Keeping our records up to date
Start resilience standards Black Start standards

9 Designing and planning
1 Project management

1 Work managemen

1 Managing materials and stock
1 Operational training

1 Vehicle repair and operations

9 Setting network policy and standards
1 Maintaining & replacing IT systems
9 Investing in our buildings
1
1
1
1
1
1
1
1

Customer and stakeholder evidence sources

Maxdiff | Willingto-pay | Acceptability
X
Incremental cost of proposal Target delivery date

Replacing our vehicle fleet

Investing in tools and equipment
Inspecting ananaintaining the network
Preparing for a black start

Managing our people

Managing our IT

Managing our buildings

Running our corporate functions

Estimated to be around £5m
subject to confirmation of the 31 March 2028
new standard.

5.2.2.7. Maintaining resilience in a changing climate

We face many challenges in ensuring that we continue to ddiagting reliability standards in the face of
OKFy3aAy3a OfAYF(GS LI GGSNyaoe ¢KSasS OlAaAz2ya INB (el
from the measures being taken to mitigate or restrict the level of climate change.

In 2021, we wi be completing our third Climate Change Adaptation report to Defra, setting out what we
consider are the key medium and letgym impacts of climate change on the network. The previous
assessment set out that the key risks related to the forecast ineceiequency and severity of extreme
events and so our plan is focused on continuing to improve the resilience of the network in this regard.

Our measures described on flooding aneke-cutting show the increased work we will undertake to improve
resilience in a changing climate.




Risk Matrix Showing Overall Impact (Refers to UKCP09 projections for the end of the
century assuming a High Emissions Scenario and 90% probability level and no

adaptation measures taken)

AR1 Overhead line conductors affected by
temperature rise, reducing rating and ground
clearance.

AR2 Qverhead line structures affected by summer
drought and consequent ground movement.

AR3 Overhead lines affected by interference from
vegetation due to prolonged growing season.

AR4 Underground cable systems affected by
increase in ground temperature, reducing ratings.
ARS Underground cable systems affected by
summer drought and consequent ground
movement, leading fo mechanical damage.

ARG Substation and network earthing systems
adversely affected by summer drought conditions,
reducing the effectiveness of the earthing systems.
ART Transformers affected by temperature rise,
reducing rating.

ARB Transformers affected by urban heat islands
and coincident air conditioning demand leading to
overloading in summer months.

ARS Switchgear affected by temperature rise,
reducing rafing.

AR10 Substations affected by river flooding due fo
increased winter rainfall.

AR11 Substations affected by pluvial (fiash)
flooding due to increased rain storms in summer
and winter.

AR12 Substations affected by sea flooding due to

'y
AR13
Extreme
(5)
Significant
. @
(2]
2
E
o Moderate
2 Q)
o
[+]
= ARE, ART,
Minar ARS, AR14
(2)
Limited
(1)
Key >
Very High
. g ery Unlikely Possible Probable Almost
) Unlikely 2 (3) () Certain
@ e 1) o (5)
Relative Likelihood
D Medium
Low = updated specification of new assets, Med = Minor up-rating
. Low High = Major up-rating, Very high = specific replacements

increased sea levels andlor tidal surges.

AR13 Substations affected by water flood wave
from dam burst.

AR 14 Overhead lines and transformers affected
by increasing lightning activity.

Overall risk matrix for climate change impacts froour 2015 Adaptation report

Our fullmeasures to ensure our network is resilient to the future challenges of a changing cliitidte set
out in further detail in our accomgnying ClimatéResilienceStrategyappendix in July

. Activities to help deliver this outcome
Outcome description Current performance level :
(see section 8)

1
1
Monitoring Climate Change Effec 1

Implementing Climate Change
Adaptation Strategy

Customer and stakeholder evidence sources

Max-diff Willingto-pay | Acceptability | Oneto-one
X

X

= = = =

Incremental cost of proposal Target delivery date

Included under other proposal 31 March 2028

= =4 =4 -8-8_8_8_9_9_°5_A°_-°._-2_>-2°

Runnirg the customer contact centre
Running thecontrol room

Keeping our records up to date
Designing and planning

Project management

Work management

Managing materials and stock
Operational training

Vehicle repair and operations

Setting network policy and staadds
Maintaining & replacing IT systems
Investing in our buildings

Replacing our vehicle fleet

Investing in tools and equipment.
Repairing faults

Dealing with severe weather
Inspecting and maintaining the networl
Treecutting

Preventing flooding
Improvingperformance

Improving resilience to extreme events
Managing our people




1 Managing our IT
1 Managing our buildings
1 Running our corporate functions

5.2.3. Keeping our communities safe

Electricity is potentially very dangerous and maintaining the safety of our customers and operatives is
fundamental toeverything we do.

We continually inspect and maintain our equipment, replacing or upgrading assets which are deemed no
longer fitfor-purpose.

We ensure our engineers are walained and able to operate safely, supported by rigorous procedures,
complance assurance and a strong behavioural attitude to safety.

InED2, we will deliver several major programmes to safeguard public safety, working beneath the streets ar
in high rise buildings. These pragimes build on our work in ED1.

Example astomer and stakeholder inputo this priority area

Cusbmers during our initial priorities research told us that it should be priority for Electric
North West to always ensure the network is safe for customers. During the qualitative st
O0dza 12 YSNE NIy{1SR WRSt A @GSN y #h rdasosdsbeing thal Safiety
aK2dz R WIHfglea O2YS FANRIQ YR GKFG (¢

Members of our Plugged In Panel emphasised that keeping employees and customers safe
be a priority in every aspect of our wodspecially considering the potential dangers posed

electricity.
5dzZNAYy 3 2dzNJ Hamdg NBIA2ylFf adl(1SK2ft RSN | Ry
2dzNJ SYLJX 28SSa yR Odzai2YSNR al¥SQ ¢l ayQi

5.2.3.1. Making eledtcity inhigh rise buildingsafer

Often building owners do not realise that they may be responsible for the network in the building, and this
lack of clarity on ownership can cause issues with maintenance.

In EDIwe began grogrammeof proactively ontacting building owners and establishing if they are or wish to
formally become the building network owner, or if they want to formally agree that we should be the owner.
Until responsibilities are formalised we take responsibility and actassgss th condition of cables aniit

circuit breakers and monitor communal electrical cables at-higihproperties 24/7.

Formalagreements mean that we can more easily gain access to the properties to properly inspect the
electricity infrastructure andhstal monitoring devicesnd renew their internal wiring where required.
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Our monitoring equipmenénables us tadentify where faults are developing which may indicate a risk of an
electrical fire. We will expand our programme to cover buildings which arsideredhighrisk (111

properties) as well as higlktrisk (52 propertiesjluring ED2To assesdgskwe take into consideration the
number of customers residing in the property, access and exit restrictions and thieioohequipment.

We will also caotinue our programme of rewiring buildings where inspections and monitoring indicates a
potential safety risk.

Key consultation question

Thisproposalrankedfourth out of all our proposalsith 90%of customers saying it wasceptabé. Do you
think weshould aim to do morevith it by spending more to complete the work more quickly or do even
more?

_r Activities to help deliver this outcome
Outcome description Current performance level :
(see section 8)

I Running the customer contact centre
1 Running thecontrol room

9 Keeping our records up to date

9 Designing and planning

1 Project management

. Work management
Customer and stakeholder evidence sources 1 9
1 Managing mateels and stock
Max-diff Willing-to-pay Acceptablllty 'ﬂ Operational training

9 Vehicle repair and operations

9 Setting network policy and standards
'IT Maintaining & replacing IT systems
Investing in our buildings
Replacing our vehicle fleet
Investing in tools and equipment
Repairing faults
Inspecting ad maintaining the network
Maintaining a safe network
Managing our people
Managing our IT
Managing our buildings
Running our corporate functions

Installingelectricalmonitoringin 111 Monitoring electrical risks in 52
highrisk highrise buildings highest risk highiise buildings

Continuing at current levels o
investment

1
1
1
1
31 March 2028 %
1
1
1
1

5.2.3.2. Delivering safety campaigns

We willcontinue toparticipate in industrywide safety awareness campaigeghousehold safety, electrical
goods safety, farming arfihing near overhead lines.

We already collaborate in shared awareness campaigns with the other distribution network operators, co
ordinated through the Energy Networks Association, our representative national body.

We willenhance these national campaigns by taking léeed in developing morezgionallyfocused
campaignsin conjunction with other utility operators (e.giater and gas) in the North West. Joirep
messaging will make it easier for customers to access impaostaty information.

We will increasgublic awareness of the dangeof electricity and behaviotshange that saves lives.
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Key consultation question

This proposalanked in the middi®f our acceptability testingt 82% acceptabilily 6 dzi ¢ S asRrugh(Q
Odza G2 YSNI 2NJ aidl 1 SK2f RS.NDb RW@dgRSWRIOUS rugniyig tiiesexyies bf dampafyiss F
and do you have thoughts on the extent of such campaigns and how we could measure their Sitoess?
should we target? And where?

o Activities to help deliver this outcome
Outcome description Current performance level :
(see section 8)

Regionally focused, mutitility National safety awareness  § Running the customer contact centre
safety campaigns G NI 1 Running our corporate functien
Customer and stakeholder evidence sources

Max-diff Willingto-pay | Acceptability
X X
Incremental cost of proposal Target delivery date

This forms part of our overall

. 31 March 2028
Customer experience proposa

5.2.3.3. Increasing safety education

We will work with schools to expand our safetyd science technology, engineering and nmeth
(STEMeducation programmesThis will includeleliveling curriculum linkededucationalmaterial
andawareness campaigns in person and onltngromote skills and opportunitieim the electricity
industryand ensure customers take precautions when vilegkwith or near electrical equipment to
significantly reduce the risk of injuity our community.

Our educational work will include other key topics such as decarbonisation and sustainability, STEM skills a
careers, targeting schools, college and ensity students tgoromote inclusivity.

We currently undertake a programme of visits to schools in partnership with trubtetiparty providers. The
programme is currently delivered to 3,500 primary school children each year amddently developec
range of online resources. Based on positive feedback from those who receive this, we will congnue to
and evolve our primariey stage twoKS2 offeringand significantly scale ughat weoffer to secondary
schools and colleges in KS3 and KS#éhgrik ourrecruitment and inclusion in our people strategy.

We willreview the ongoing effectiveness of the programme that will see increased engagement in safety
issues among young people, changing behaviour and saving lives and increase awaremteseahd
amongst a diverse future workforce.

— Activities to help deliver this outcome
Outcome description Current performance level ;
(see section 8)

Wider safety education focused o Safety education focused on prim¢ § Runnig the customer contact centre
secondary schools schools f Running our corporate functions

Customer and stakeholder evidence sources
Max-diff Willingto-pay | Acceptability
X X




Incremental cost of proposal Target delivery date

This forms par-t of our overall 31 March 2028
Custoner experience proposal

5.2.3.4. Improving overhead line safety

2SS gAff RSLX 28 2dzNJ ySg WEBDI instayf eifis6rs ot $Clikng @f bvarAedd lies ¢
to detect any dangerous lodvanging lines.

Faults on rural networksan sometimes cause overhead power lines to hangvtist remaining livewhich
alsocreatesa public safety hazard@his can be a particular issue during storm events with multiple
occurrences.

New technology developed by Electricity North West willlda the detection of damaged equipment earlier
and help us to pinpoint the location of faults, enabling more efficient despatch of repair crews.

Customers will benefit from the faster removal of safety hazards caused by network faults as reeiicesd
likelihood of power cutsThe system will also allow us to identify issues more quickly in storm situations
where we can have many faults to deal with.

As this technology is still being trialled, we are still working orpoeposalsfor ED2 which we Wiinclude in
our final submission in Deogber 2021.

_ Activities to help deliver this outcome
Outcome description Current performance level :
(see section 8)

9 Running thecontrol room

1 Keeping our records up to date
9 Designing and planning

1 Project management

I Work management

. Managing materials and stock
Customerand stakeholder evidence sources ) ging
9 Operational training

Max-diff Willing-to-pay Acceptablhty 'IT Vehicle repair and operations

i Setting network policy and standards

i Maintaining & replacing IT systems
Incremental cost of proposal Target delivery date 1 Investing in our buildings

9 Replacing our vehicle fleet
9 Investing in tools and equipment
1 Innovation
Ind_|cat|ve_ £2439m but WI|! bg 31 March 2028 i Malntal.mng a safe network
confirmed in ourfinal submissio 1 Managing our people
1
1
1

Rollout Sentinel technology acros: Developed and trialed the 8gnel
the overhead line network technology

Managing our IT
Managing our buildings
Running our corporate functions

5.2.3.5. Keeping rural transformers safe

We will replacesmall rural substations in exposed parts of the netwdie have 20 smallground
mountedsubstations in rural settings which are not housed in buildifigss increases the chances of
customerscoming into contact witithem, posing a safety riska addition, they were installed in the 1950s




and do not have modern staadds of protection, meaning that fault restoration can be a lengthy process.
Many of the substations aneow reaching the end of their design life and their condition is starting to
deteriorate.

We will progressively replaadl ofthese substations witlsafer equipment, with 50% replaced by 2028 and
the remainder by 2033The prioritisation of the replacement will be basedtbe condition of the equipment.

.. Activities to help deliver this outcome
Outcome description Current performance level :
(see ction 8)

Running thecontrol room
Keeping our records up to date
Designing and planning
Project management

Work management

Managing materials and stock

Customer and stakeholder evidence sources
Operational training
Velicle repair and operations

1
1
1
1
1
| Customer and stakeholder evidence sources [
f
X X T
9 Setting network policy and standards
1
1
1
1
1
1
1
1
1

Replace 110 small rural transform« Maintaining aging rural transforme

Investing in our buildings
Replacing our vehicle fleet
Investing in tools and equipment
Innovation

Maintaining a safe network
Managing our people

Managing arr IT

Managing our buildings

Running our corporate functions

£4m 31 March 2028

5.2.3.6. Enhancing security at major sites

We have an obligation to maintain the security of our sites and prevent trespassing which might cause majo
power cuts and safety risks. Vifestall additional measures at our most critical sites in response to ldnest

of risk.We will continue this programme in ED2, maintaining existing preventative measures and installing
new ones where the risk level changes.

_ Activities to help deliver this outcome
Outcome description Currentperformance level :
(see section 8)

91 Running thecontrol room

Expanded security programme t¢ 1 Keeping our records up to date
counter new threats

Maintain security programme Designing and planning

1

9 Project managment

I Work management

i Managing materials and stock
9 Operational training

1 Vehicle repair and operations
1

1

1

1

1

Customer and stakeholder evidence sources
Max-diff Willingto-pay | Acceptability
X

Setting network policy and standards
Maintaining & replacing IT systems
Investing in our buildings

Replacing our vehicle fleet

Investing in tools and eqoiment

Incremental cost of proposal Target delivery date

Continue at current levels 31 March 2028




Innovation

Maintaining a safe network
Managing our people

Managing our IT

Managing our buildings
Running our corporate functions

=A =4 -8 -8 A -9

5.2.3.7. Improving safety of underground cable pits

In EOL, wewill completea programme tanspectall 18,000 link boxes on our network. Link boxes are
undergrownd cabinets where low voltage cables come together and can be connected or disconiéegd.
can pose a risk to the public, becausgrund gases build up in the chambafault on the network can
ignite them.There have beea number ofsuch cases nainally during ED1.

Many of theseare located ipavements causing a safety risk. @D1 programme will have either
maintained, replaced or fitted a 'blast bag' to thdsek boxes, depending on their location and risk.

In ED2, we will expand this woto cover cable pitg these arelarger versions of link boxes containing higher
voltage cables, often located in roadways. This programme will see us replace cable pits in poor condition a
install blast bags in the res mitigate any impact if a fatloes occur.

_ Activities to help deliver this outcome
Outcome description Current performance level :
(see section 8)

9 Running thecontrol room

1 Keeping our records up to date
9 Designing and planning

i Project management

I Work management

1 Managing materials and stock
9 Operational training

1 Vehicle repair and operations
i Setting network policy and standards
1

1

1

il

)l

)l

)l

)l

1

Intervene on entire cable pit Developed efficient techniques
population to improve safety during link box programme

Customer and stakeholder evidence sources

Max-diff Willingto-pay | Acceptability
X
Incremental cost of proposal Target delivery date

Maintaining & replacing IT systems
Investing in our buildings
Replacing our vehicle fleet
Investing in tools and equipment
Maintaining a safe network
Managing our people

Managing our IT

Managing our buildings

Running our corporate functions

£3m 31 March 2028

5.2.3.8. Carrying out proactive safety checks onauts

A cutout is a piece of electrical equipment that forms the link between oucteldty cable and the
internalwiringA y Odza i 2 YSNBEQ LINRLISNIASa®

InRIIGED2, most customers will have smart meters axeter readers will no longer be physically inspecting
meters and cubuts. Previously we have relied on them informing us of any ssaiih the cutout.




Although some of the early smart meters will be being replaced by 2028ysure thecut-outs remainsafe,
we will need to start our own periodic inspections in ED2 and ensure we act on any issues found.

The inspection regime witbst approximately £1 million per year and will ensure custornerdginue to have
peace of mind.

.. Activities to help deliver this outcome
Outcome description Current performance level ;
(see section 8)

1 Running thecontrol room

9 Keeping our records up to date

1 Work management

1 Managing materials and stock

1 Operational training

9 Vehicle repair and operations

9 Setting network policy and standards
9 Maintaining & replacing IT systems
1
1
1
1
1
1
1
1

Initiate regular cutout safety check
programme

N/A

Customer and stakeholder evidence sources

Max-diff Willingto-pay | Acceptalility
X
Incremental cost of proposal Target delivery date

Investing in our buildings
Replacing our vehicle fleet
Investing in tools and equipment
Maintaining a safe network
Managing our people

Managing our IT

Managing our buildings

Running our corporate functions

£1m per year 31 March 2028

5.3. Delivering an environmentally sustainable network

5.3.1. Leading the North West twet zero

Enabling the transition to a net zero carbon future is the biggest challengetieatyy networks currently

face ¢ KS 'Y A& 2y | NI yaF2NN¥IGAGS 22d2NySe G2 RSOl
have a crucial role to play.

InED2, we will invest strategically in our network so that we have the capacitycia foaupport the
expected increase ialectricitydemand from electric vehicles and the changing needs of businesses and
homes.

We will continue to develop our next generatioetwork managemensystem which will enable rapid,
automated control of our atwork ¢ vital to respond to a more complex, decentralised network.

We will continue to evolve our own role, by helping local, renewable energy schemes connect to our networt
and by providing advice to homes and businesses on how to take advantageazrlmon technologyAnd we

will continue to provide regional leadership, working with key stakeholders such as local authorities to help
them develop and implement their low carbon development plans for the coming years.




Example astomer and stakeholder inputo this priority area

We have recognised the priorities of our national stakeholders in the transition to net z
LI NI AOdzE F NI & GFlAy3a AyG2z O2yaAiARSNIGAZ2Y |
I 2YYAGGSS Q& BydgeE Dt own Ireldargh mirrored that of the Department fc
Business, Energy and Industrial Strategy (BEIS) showing that more than 60% of custome
y2i dzyRSNBGIYR GKS GSNY WySi T SNRPQP ¢KA
background mterial that we prepare to enable engagement.

At our Powering Up Recovery events the majority of our local and regional political
business stakeholders told us that we should take a proactive approach to bring forward fu
investment to increase netark capacity and enable faster pathways to net zero.

Our targeted engagement with the three county councils in our region revealed that they
have different net zero ambitions. However they have recognised the key role that Electr
North West has san anchor institution in the region and our important role in supporting loc
action. We are working closely with Cumbria and Lancashire County Councils as well as G
Manchester Combined authority at all levels, including -Gél.

In qualitativefocus groups as part of our initial priorities reseanehist consumers felt that this
Ad Ly AYLRNIIFYyd FNBF G2 F20dzaa 2y |a LI
corporate citizen.

Our Plugged In Panel emphasised the urgency needed toetatikhate change and the
responsibility of Electricity North West to play a key role in modelling the best approach
acting as a sector lead in energy distribution.

During the qualitative stage of our acceptability testing, domestic customers toldaisas
their dependency on electricity increases we need to make sure we are able to meet dem
Also, business customers welcomed the idea that we would work with other organisation
improve their behaviours.

Decarbonisation and Net Zero has alwagsiiba top priority for the members of Youth Focus
North West and they consistently ranked it as one of their top priorities in our discussions \
them.During these discussions they told us that they will always prioritise net zero and
carbontechndd 3ASa |4 A0Qa GKSANI FdzidzNB 6AGK Y
electric and that there was no alternative.

We conducted primary research with a representative sample of domestic consumers in
region regarding their awareness, ownersland attitudes towards low carbon technologies
(LCT), including the divers and barriers to take Consumers told us that they were interestec
in low carbon technologies however claimed that lack of knowledge was as a key barri
them adopting LCTs the future. Targeted engagement with our business community reveals
awareness of the need to take greater action to support decarbonisation, but this was ot
constrained by time, resources, competing priorities, and not knowing what to do first.
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5.3.1.1. Helping customers connect laarbontechnologies

Demand for electricity is likely to increase significantly from its current levels over the next decade, as the
transport and heat sectors become increasingly electrified.

Although there are likely to be some offsetting reductiormsirenergy efficiency improvements and changes
in industrial demand, we nevertheless need to plan for a large overall increase in consumption.

At the same time, we expect to see an increase in the connection of renewable generation to our network
another big change which also has implications for our network investment plans.

Meeting this increasing demand by simply expanding the network is not financially sustaivabteow from
our research thabill payers would not accept the large price hikeattthis would entail.

Instead, we need to take a more strategic approadty providing the right capacity in the right place at the
right time, and by making thexisting network work harder.

Key consultation question

Thisproposalranked 3% in our acceptability testingvith 79% acceptabilitfrom customersWe have updated
this proposal to make it clear thatewvill also share the connection costs of new low carbon technologies
across all astomers, to encourage take up.

Customershavetoldustia ¢S &K2dzZ R Fdzy R (KAA& GKNRBAAK SOSNE2)
connect new low carbon technologies to the network.

Do you think that this is the right thing to d&»me of the earladoptersof low carbon technologies are more
well off, but some of the largesbll-outs of low carbon technologies, such as solar partbkt, we have seen
on our network are undertaken by social housing providers.

Should we all pay a small amount to keep the connection ¢seQ o | (i i K Sectigg)doyhat low F| O
carbon technologies are encouraged and more accessible td 8D R f 2 @S (G2 KSI NJ @ 2 dz
to debate and discuss this proposal with customers and stakeholders.

_ Activities to help deliver this outcome
Outcome description Current performance level :
(see section 8)

Running thecontrol rcom

Keeping our records up to date
Design and planning

Project management

Work management

Managing materials and stock
Operational training

Vehicle repair and operations
Setting network policy and standards
Maintaining & replacing IT systems
Investing in oubuildings

Replacing our vehicle fleet

Investing in tools and equipment
General reinforcement at EHV
General reinforcement at LV and HV

Ensuring capacity is provided in tt Providing capacity in line with ou
right place and at the right time a2 network managemenplans and
electricity demands increase forecasts

Customer and stakeholder evidence sources

Maxdiff | willingto-pay | Acceptability
X X X X

Incremental cost of proposal Target delivery date

£70mincrease on current level

. . 31 March 2028
of reinforcement expenditure

=4 =8 -8 -A8_-5_-4_9_95_°2_°_-°._-2_2_-°3._-2-




Fault Level Reinforcement at EHV
Fault Level Reinforcement at LV and F
Managing our people

Managing our IT

Managing ou buildings

Running our corporate functions

=A =4 -8 -8 A -9

5.3.1.2. Removing constraints for renewables

We will helprenewable electricity generation connect to the network, sucls@ar and wind power.

At the moment, certain parts of our network (edity centres) are restricted in the amount of renewable
generation that can connedtecause of the characteristics of some of the equipment installed there. If we
R2y Qi a diadldssnewable enetation will be able to connect in the North West.

We will make the network ready so that renewable electricity generation can be connected to more of our
network, focusing on thareasmost likely to see more renewable connectiomisere we can replace our
equipment in advance.

By helping connect more renewable electricity generatianwill enable theeduction ofcarbon emissions
and help tackle climate change

_ Activities to help deiver this outcome
Outcome description Current performance level ;
(see section 8)

Running thecontrol room

Keeping our records up to date
Design and planning

1 Project management

Work management

Managing materials and stock
Operational training

Vehicle repair and operations
Setting network policy and standards
Maintaining & replacing IT systems
Investing in our buildings

Replacing our vehicliteet

Investing in tools and equipment
General reinforcement at EHV
General reinforcement at LV and HV
Fault Level Reinforcement at EHV
Fault Level Reinforcement at LV and F
Managing our people

Managing our IT

Managing our buildings

Running our corporatéunctions

il

Remove constraints for renewabl Constraints exist in certain areas
generation connection network increasing the cost of
renewable generation connectior

= =

Customer and stakeholder evidence sources

Willingto-pay | Acceptability
X X X

X

Incremental cost of proposal Target delivery date

£30m above current levels. 31 March 2028

=4 =4 -8 -8_-8_8_4_95_42_°2_-°5_-2_--2°_-°._-29._-2-°_-"-2°

5.3.1.3. Establishing a new £1lamnualcommunity ergy fund

Community energy projects are citizéad schemes to reduce, generate or purchase energy. Examples include
neighbourhoodled solar or hydro projects.




In ED1 wesurrently offer a £75,000und per year to support these projects and helpsd sich projectdast
year.

These projects enable local, renewable electricity to be generated and connected to the network, as well as
increasing awareness about energy efficiency and local adttenmorepower that is saved or connected
locally means théower the cost of the distribution of that posv, saving money and emissions.

In ED2, we will increase this fund to £1 million per year. This will enable more projects to go ahead.
Alongside the funding, we will provide a free, dedicated support seteidielp guide community groups in

the development of their projects, applications for funding and the connectigheof projects to our
network.

o Activities to help deliver this outcome
Outcome description Current performance level :
(see section 8)

1 Keeping our records up to date
9 Running our corporate functions

£1m per year fund £75,000 per year fund

Customer and stakeholder evidence sources

Max-diff Willingto-pay | Acceptability
X X X X
Incremental cost of proposal Target delvery date

£4.6m 31 March 2028

5.3.1.4. UnloopingO dz& (i 2 povgeNsaplies

A looped service describessituationwheretwo or more households are connected to the electricity main
with the same service cablelundreds of thousands of homes were histollicabnnected to the power
network in this way over the years to save the costs of connecting each individual property to the mains
cable.

However, this historic practice of sharing a service cable restricts the number of additional devices a
householdcan connect to. This can prevent adoption of new technologies such as electric vehicle chargers
change unforeseen when the original connections were made.

In ED2, we will unloop thelectricityservices tqropertiesinstalling low carbon technologiesch as Electric
Vehicle chargergutting in new cables to connect individual properties to thains The costs of this vary
depending on the existing arrangements but typically cost £2k per new service connection.

We will do this when we are notified abt electric vehicle charger connections or where custswent to
connect heat pumpgOur forecasts for the take up of these technologies gives a strong indication of how
many will take place in regions where our services were traditionally connectetboped mannerThis will
be the start of an ongoing programme that will be necessary to eventually realbeeped services in the
North West.

Key consultation question




Thisproposalrankedrelatively low in our acceptability testing, bu®%of cusbmers still found it acceptable
28 KIF@S FTRRSR Y2NB Ay T2N¥I A2y FyR O2yGSEG G2
relf dz=Sada F2NJ GKAa 62N)] G2 0S R2ySe® 2S5SQ@S |faz2 d
looped servicei our region.

z

zlLJL

o Activities to help deliver this outcome
Outcome description Current performance level :
(see section 8)

9 Running thecontrol room

1 Keeping our records up to date
1 Design and planning

1 Project management

I Work management

1 Managing materials and stock
1 Operational training

1 Vehicle repair and operations
1 Setting network policy and standards
1

1

1

1

il

il

il

il

il

Unloop services to properties Few hundred services unlooped
adopting low carbon technologies when requested

Customer and stakeholder evidence sources

Max-diff Willingto-pay | Acceptability
X X
Incremental cost of proposal Target delivery date

Maintaining & replacing IT systems
Investing m our buildings

Replacing our vehicle fleet
Investing in tools and equipment
Replacing network assetServices
Managing our people

Managing our IT

Managing our buildings

Running our corporate functions

£70m 31 March 2028

5.3.1.5. Providing a decarbonisation advice service

We will provide free advice to households and businesses, to help them adoptidbandachnologies and
make their properties more energy efficient.

Information will be delivered througthe development of ouonline hub, awareness campaigns on social
media and a range of other communication methodg will also work with partners tensure information is
up to date and accurate regarding the power network.

o Activities to help deliver this outcome
Outcome description Current performance level :
(see section 8)

9 Running our customer contact centre

. . ) o 9 Running our corporate functions
Continue to provide, develop anc Online decarbonisation hub recent

promote decarbonisation advice hi established

Customer and stakeholder evidence sources

Willingto-pay | Acceptability
X X X X
Incremental cost of proposal Taget delivery date

Continue at current rates 31 March 2028




5.3.2. Our direct environmental impact

Exampe austomer and stakeholder inputo this priority area

In qualitative focus groups as part of our initial priorities reseanolst consumers felt that this
is an important area to focus on as part of Electricity North West being a good corporate citi
Customers also said that if we were leading a charge on net zero that it was important tc
our own business in order first.

Through our ED1 2020 Social Value Research we heard from customers their views that we
a duty to maintain our network in aeconomical and efficient way, to preserve amenity, an
to conserve and enhance the natural beauty, wildlife and the cultural heritage of designe
landscapes.

Our Plugged In Panel stressed the importance of Electricity North West to lead by examg
reducing its own carbon footprint. 58% of Our Plugged In Panel told us that we should rt
net zero carbon emissions in our operations by 2038 to align with the end cERMGNd the
'YQa aS@SyiK OFNb2y 0dzRASG P

At our April 2020 Sustainability Stakehedd\dvisory Panel the majority of stakeholders told u
that we should be reaching net zero carbon emissions in our operations by 2038. This
NBIFNRSR Fa GKS Y2ald FYoAlUA2dzA 2LIA2y |y
decarbonise by 2038.

5.3.2.1. Reducing our business carbon footprint

We will continue to workto reduce our own business carbon footprinad move that our stakeholders and
customersstrongly support.

By 2020, we had reduced carbon emissions by 26%, compared 3de2@ls.We achieved this through a
range of initiatives, such dtter monitoring of heating in our buildings and installing LED lighting at all our
sites.In ED1 we hee adapted two of our key sites, our training academy in Blackburn and our depot in
Oldham, to be zero carbon buildingshis valuable learning demonstrates we can do so effectively and
efficiently atall ofour offices and depots.

In ED2, we will contineito lead by exampldyy accelerating the pace of our own decarbonisation
programme,in an effort tobecome a carbon neutral business by 2038.

We will progressivelyeplacevehicles with electric equivalents ardnvertour buildings tadbe much more
energy efficient.

There is a lot of work to do on making our buildings more efficient, particularly those built a long time
agoc the quicker we do this, the sooner we will see the carbon benéfies plan to make one of our depots
zero carbon for each yeaf ED2.

We will replace our current vehiclegth electric equivalents whethey become cost neutral or cost beneficial
over their lifecycle. We anticipate that this will lead to our vehicle flehg 29% electric by 2028.
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o Activities to help deliver this outcome
Outcome description Currentperformance level :
(see section 8)

Design and planning
Project management
Investing in our buildings
Replacing our vehicle fleet
26% reduction in carbor_1 footprint Managing our people
two zero carbon sites Managing our budings
Running our corporate functions

Accelerate progress to zero carbc
target withfive new zero carbon
sites and over 25% of vehicle flee
electrifiedto bring business carbol
footprint down t08,175 tCO2e/ypn
average in EDgubject to
agreement of a scieneleased target

=a =4 -4 -4 A

=a =

Customer and stakeholder evidence sources

Maxdiff | willingto-pay | Acceptability
X X X
Incremental cost of proposal Target delivery date

£7.4m 31 March 2028

5.3.2.2. Managing oifilled cables

We willreduce leaks from the relatively small number of-bibinsulated electricity cables that remain on our
network. We have 44,000km of underground electricity cables. 380km of these (0.9%) are of an
older constructionthat contain oil for insulation.

The® older cables can sometimes leak when they are damaged,dstalsorate or ground conditions
change. We have been progressively removingtsime of cable from our network ovea number ofyears.

In ED2, we plan to continue with this programme ptisimg the highest risk cablesd alsccarefully manage
those lengths that do remain using new tracing technologies to ensure that we can identify and fix leaks as
soon as they occur. These measures will enable us to minimise the leakage from thesamameshave set

an annualeakagetarget ofless thar25,000 litres, representing 5/% reduction on the targets we set five

end ofEDL1.

Key consultation question

Thisproposal achieved support fro%of customers in our acceptability testibgt originally focused on a
target of replacing a certain length of cable (10km a ydallowing feedback wkavechanged outargetto
reducingthe amount ofoil leakage specifically, rather than just measuring lengths of cable replaltedugh
the work toreduce leakage will still include replacing the highest risk calide®s this additional information
help you to decide®nwhat our level of ambitin should be in this area and if it provides value for money?

o Activities to help deliver this outcome
Outcome description Current performance legl :
(see section 8)

1 Running thecontrol room
91 Keeping our records up tate
More than 30,000 litres per yean {1 Work management
average 1 Managing materials and stock

Reduce oil leakage from
underground cables to less than
25,000 litres per yeamn average




Operational training
Setting network policy and standards

1
1
Customer and stakeholder evidence sources 1 Investing in tools and equipment
o — X ” i 1 Repairing faults

Macdift Willingto-pay | _Acceptability ‘H Inspecting and maintaining the networl

X 1

1

1

1

X Managing our people

Incremental cost of proposal Target delivery date Managing our IT

Managing our buildings
Included as part of our proposi

) i 31 Mard 2028 Running our corporate functions
on improving network health

5.3.2.3. Removing overhead lines in beauty spots

Since 200%ve have been working with partners such as the Lake District and Peak District National Park
Authorities to remove overhead power lines, and replace them with undergrcabtks, in Areas of
Oustanding Natural BeautfAONRB) and our National Parks.

Overhead lines in these locationanbe deemed to be visually intrusivand detract from the landscape. By
2023 we expect to have replaced 150km of overhead lines with underground cables.

In ED2ve will continue our programme working closely with National Parks, AONBs and other key
stakeholders taeplace #8km of overhead lines each yeaith underground cablei locations identified by
our partners of being gbarticular visuaimpact.

We wil workwith experts where appropriate, includirmgchaeologists, the Environment Ageranyd local
councils to minimisether environmental impactand ensure the work is handled sensitively.

o Activities to hdp deliver this outcome
Outcome description Current performance level .
(see section 8)

Running thecontrol room

Keeping our records up to date
Designing and planning

Project management

Work management

Managing materials and stock
Operational training

Vehicle repair and operations
Setting network policy and standards
Maintaining & replacing IT systems
Investing in our buildings
Replacing our vehicle fleet
Investing in tools and equipment
Undegrounding for visual amenity
Managing our people

Managing our IT

Managing our buildings

Running our corporate functions

Maintain our successful programn Replace Bkm of overhead line eac
of improving visual amenity year

Customer and stakeholder evidence sources

Willingto-pay | Acceptability
X X

Incremental cost of proposal Tamet delivery date

Maintained at current levels 31 March 2028

=4 =4 =8 888 _8_4_5_°2_4°_9._-2._-2_-2-2_-2._-12_-2-

5.3.2.4. Reducindosses from the network




A small amount of electricity Iestin the process oflistributingit to customers, due tdt being converted into
other forms of energyegtransformers getting warm.

This is wasteful in terms of carbon emissions and the cost to bill payers for electricity they never get to use.
To reduce these losses in ED2, we will upgrade cables and equitpriener loss equivalents when we are
undertaking workand alsoreplace the highest loss equipment on awetwork, even if the equipment does

not require replacement for any other reason.

Thisproactiveinvestment will save aroundight GigaWatthours of electricity (GWh) per yehy 2028¢
enough electricityto power around 2,760 homes for a year.

. Activities to help deliver this outcome
Outcome description Current performance level :
(see section 8)

9 Running thecontrol room

1 Keeping our records up tate
1 Designing and planning

1 Project management

. 1 Work management
Customer and stakeholder evidence sources 1 Managing materials and stock
Max-diff Willing-to-pay Acceptablhty 'IT Operational training

X 1 Vehicle repair and operations
9 Setting network policy and standards
Incremental cost of proposal Target delivery date f Maintaining & replacing IT systems
9 Investing in our buildings
Replacing ouvehicle fleet
Investing in tools and equipment
Reducing electrical losses

Reduce losses by 8 GWh per ye 1,150GWh per year

il

1

£10m, equivalent to similar 1
programme in ED1 1 Managing our people

1

1

1

31 March 2028

Managing our IT
Managing our buildings
Running our corporate functions

5.3.2.5. Reducing emissions of potegrieenhouse gasdseom equipment

Sulphur Hexafluoride (§ks used throughout the industry as effective electrical insulatoand isin some of
our equipmentbut is a potent greenhouse gas if leaks oc@urtrently 0.32% of our total SB lost via
leakageeach year.

There are currently few viable alternatives to usings8fwe will proactivelynanage our equipment to
minimise leaks, replace old equipment if its condition deterioradées] alsovork with industry to stimulate
the development oflternatives. As we switch over to installing &ffee equipment, we expect the costs to
increase in tk shortterm, until the widespread availability of alternatives.

We are proposing to commit to maintaining our leakage rate to less than 0.3% of our total inventory over
RIIGED2.

o Activities to help deliverthis outcome
Outcome description Current performance level :
(see section 8)

0.32% SFloss per year T Running thecontrol room




Maintain Skleakage rate below
0.3% per year

Keeping our records up to date
Designing and planning

Project management

Work management

Managing materials and stock
Opeaational training

Vehicle repair and operations
Setting network policy and standards
Investing in tools and equipment
Innovation

Inspecting and maintaining the networl
Reducing environmental impacts
Managing our people

Managing our IT

Managing our building

Running our corporate functions

Customer and stakeholder evidence sources
Max-diff Willingto-pay | Acceptability
X

X

Incremental cost of proposal Target delivery date

£9.6m 31 March 2028
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5.3.2.6. Making our sites havetfor wildlife

In 2019/20 we transformed nine of our substation sites intolmaintenance, selpollinating spaces
following a suggestion from one ofingrounds workers

Not only do they benefit the local area but they can also reduce the amount of maintenance needed by
Electricity North West. Unlike a site with grass that needs regular trimming and weeding, a site filled with sel
pollinating wildflavers does not need regular visits.

In addition hese sites are in the heart of local communities amhy have been taken on to Imeaintained in
partnership with local groups.

We will expand this programme in ED2 to create and support other green spaddsodiversity schemes,
including tree planting schemeghere appropriateOur tree planting commitment is described in section
5.2.2.2

This programme ifrecast to cost £600k per year, or £3m over the HA2period.

Key consultation questions

Thiswas a really popular proposal in our acceptability testengking 11 with 86%o0f customers supporting .it
What more do you think we could do with these sites? Do you think we could be more ambitious?

o Activities to help deliver this outcome
Outcome description Current performance level :
(see section 8)

Keeping our records up to date
Designing and planning

Project management

Work management

Managing méerials and stock
Investing in tools and equipment
Reducing environmental impacts
Managing our people

Managing our IT

Create an additional 25 bidiversity
and community green space site

11 new sites in RIKGBD1

Customer and stakeholder evidence sources
Maxdiff | Willingto-pay | Acceptability
X

X
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Incremental cost of proposal Target delivery date 1 Managing our buildings

£3m 31 March 2028 1 Running our corporate functions

5.3.2.7. Reducing operational waste and increasing recycling rates

We are committed to mak&urther improvementsin our management of waste and recycling in hvith our
environmental commitment.

To achieve this, we are committing to a range of measures to reduce our waste and environmental impacts i
RIIGED2.Theseinclude:
T producing annualargetsfor reductions in totalvaste;
committing to zero waste to landfily 2025;
reducing or recycling 70% of our total waste208;
reducing or recycling 90% of our excavated waste by 2028; and
eliminating unnecessary singlese plastics by 2028.

— Activities to help deliverthis outcome
Outcome description Current performance level :
(see section 8)

1 Keeping our records up to date
9 Designing and planning
N/A 1 Project management
1 Work management
1 Managing materials and stock

: 9 Operational training
Customer and stakeholder evidence sources {1 Setting network policy ahstandards

Max-diff A1 [TaTeRteR o=\ BVEXelel=T ol =T o] | 1Y) BINOLG TSRO LIIEMN 1 Maintaining & replacing IT systems

= =4 -4 -4

Meet fivenew specific waste
management targets

X 9 Investing in our buildings

1 Replacing our vehicle fleet

W T o] I A VKM 1 nvesting in tools and equipment
9 Reducing environmental impacts
1 Managing our people

Minimal additional costs Dates up to 31 March 2028 1 Managing our IT

1 Managing our buildings
9 Running our corporate functions

5.3.2.8. Complying with new legislation on PCBs

Polydlorinated Biphenyls (PCBs) are a group of artificially manufactured organic chemicals that have long
been recognised as posing a threat to the environment due to their toxicity, persistence and tendéecy to
absorbed by living organisms

PCBs were uséd electrical equipment such as transformers as an alternative insulating fluid where fire
resistance properties were required. Although the use of PCBs has been reduced greatly since theel970s,
recognise that PCBill remainingin existing equipmenpose an environmental threat.

New legislatiorrequiresall PCB.ontaminated equipment to be disposed of or decontaminated of PCBs by 31
December 2025. All transformers (and some other network assets) manufactured before 1987 are assumed
be potentialy PCB contaminate@nless proven otherwise via testing)d are registered annually with the
Environment Agency.




We are working to either test or statistically determine the PCB content of all this apparatus and dispose of ¢
those items that areonfimed asPCB contaminated by 31 December 2025.

All transformers that are removed will be replaced with suitable equipment which will enable -@adyon
future. For instance, pole mounted transformers that are removed in rural locations will be upsizeel tbe
biggest capacity constraints exist, rather than replaced on &dikéke basis.

All PCBontaminated equipment will be sent to authorised treatment facilities where the oil will be recovered
and the metal components, principally scrap steel andper, sent for recycling.

. Activities to help deliver this outcome
Outcome description Current performance level :
(see section 8)

Running thecontrol roon¥

Keeping our recordsp to date
Designing and planning

Project management

Work management

Managing materials and stock
Operational training

Vehicle repair and operations
Setting network policy and standards
Maintaining & replacing IT systems
Investing in our buildings

Replaang our vehicle fleet

Investing in tools and equipment
Inspecting and maintaining the networl
Reducing environmental impacts
Managing our people

Managing our IT

Managing our buildings

Running our corporate functions

Elimination of PCB contaminatioi
risk from our network equipment

N/A

Customer and stakeholder evidence sousce

Maxdiff | Willingto-pay | Acceptability
X
Incremental cost of proposal Target delivery date

Currently estimated a£32.7m 31 December 2025
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5.3.2.9. Improving environmental management within our supply chain

We recognise that as the electrical distribution network operator in the North Weshave a responsibility
to lead and influence others to improvhdir environmental performance.

We will introduce a mandatory requirement for our top 80% of suppliers (by value) to report on the embodiec
carbon for the materials and equipment that they pide to us by the mighoint of ED2, where they are
consideed material to our operations.

o Activities to help deliver this outcome
Outcome description Current performance level :
(see section 8)

9 Designing and planning
1 Managing materials and stock

N/A 1 Setting network policy and standards
9 Running our corporate functions

Customer and stakeholder evidence sources
Max-diff Willing-to-pay | Acceptability

Embodied carbon reporting for 80
of supplies and serses




X

Incremental cost of poposal Target delivery date

Minimal additional costs 31 March 2026

5.4. ConsumerValuePropositions

While Ofgem sets minimum requirements ®ry’ S NH & W &ies<L2phd) mafy of our proposals exceed
these requirements based on input from customargl stakeholders, and what they have told us they are
willing to pay for.

As well as exceeding these standardsalso have anique and highly innovativeroposal that goes beyond
the role typically undertaken by a network operator, but that customerd stakeholders have told us would
add significant value and benefits to customers.

5.4.1. Rolling out our Smart Street project to reduce cost and carbauftomers

Smart Streetisouraward A Y YA Yy 3 AYAGALI G§AOBS G2 NBRdzO$madatpagire Y S N
voltageon the local network.

By using technology at our substations to subtly alter the amount of electricity flowing to homes, we can
NBRdzOS O2yadzYLIiAz2y FyR &l @S 0Odzali2YSNAQ Y2ySeés ¢A
Smat Street has been proven to reduce customers' energy consumption by up t@g@bvalent toa £60
reduction in annual energyills.

We are currently rolling the project out to 64,000 customers in the North West, as part of a £18m project
funded under he Innovation Rollout Mechanism (IRM) in ED1.

In ED2, we will extend Smart Street to a furtthé0,000 households in our region, through alnillion
investmentprogramme We will target the deployment of this technology to areas where there are higher
populations of customerm fuel poverty.

This technology also increases the available capacity of the network and therefore we will also target the
deployment where we expect clusters of low carbon technologies such as solar panels and heat pumps so t
more costly network upgrades can be avoided.

While the technology can only be applied to underground networks the cost to serve customers on
underground networkss much lower tharthe coston overhead lines. We already have in our plan significant
investment earmarked to improve the overhead line network such as tree managemwenstserved

customer programmendthe rollout of ourSentineltechnology
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This section shows how we will enable the delivery of d#/in our proposals, by helping our customers and
stakeholders, and developing our own operations and programmes to deliver on what we have proposed.

6.1. Enabling our customers and stakeholders

6.1.1. Ourapproach tesocial responsibility

We are onscious of ouwider role in the communities thatie serve and society as a wholee\Wave
developed aesponsibilityframework which articulates theoY LJI Yy odr@béate socialresponsibilitystrategy.

Our strategy demonstrates that we consider the social, environmemdleconomic impacts in our decision
making and that our activity delivers a wide positive, societal impact. The framework is structured to deliver
responsible business practices for our people and partners, our communities and our environment.

We will cantinue to apply and delop our strategy in ED2 to ensure that we take appropriate measures to
manage our impact on our people and partners, communitiesand our environment.
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6.1.2. A new world of distribution system operation

Decarbonisation will require electricity distrilionh network operators (DNO$) reinvent themselvesThe
growth in local, renewable electricity generation (engighbourhood hydro or solar schemes) and new ways
for households and businesses to use enengy even generate their owiasbig implications fothe way

the electricity network is managed.

We will haveto speed up our transitionfrom SAy 3 I WOf 2aASRQ 2NJ Ww2yS gl &Q
electricity from the National Grid, reduce itsvoltdge/f R RA & U NARO6dziS Al G2 K2YSa
network, with all sorts of new projects and organisations wanting to get their green energy onto our network.

Thischangingole will see usarry out morg activitiesknown as dstribution systemsoperation (DSQ. This
new industry terminology recognises that for companies such as ours, electricity distrilmniofonger one
way traffic.Rather than just operate a passive physical network, we must operate a highly technical and
interactive system

DSO is not one activity but the delivery and coordination of a range of functions designed to deliver electricit
network capacity for use by customers at the mesbnomicprice.

In spring2019 we published our decarbonisation plaeading the NorttWest to net zerpwe were the only

DNO to publish such a plafhe plan sets out our own decarbonisation ambitions as well as how we will help
2dzNJ NB3IA2y Lt adlk{SK2ft RSNE RSOFNbB2yAaS FyR I OKA S
zero is dependent on an affordable energy transition plan, which will include us movd§Qo

In ED2 we will continue to strengthen and deepen our work with our stakeholders and customers helping
them adopt low carbon technologies whilst we continuesficiently develop the systems, processes and
people to deliver this transition efficiently.

The challenges of delivering the net zero transformation are shared ones and so we are working
collaboratively with regulators, DNOs and other industry parsrterough the Open Networks (Ophoject'’
to develop the products and services that a future smarter and more flexible energy grid will regoider
to deliver the zero carbon goals.

Our £20mnetwork managemensystem investment is going a long waymove these changes forward in ED1
and will be fully operational in ED2 giving us greater control of system operation activities and managing ant
balancing demand locally.

We have also developed and offered flexibility services and capacity tradingeseie customersThis means
that instead of generating more power and increasing the size of the power network to deliver that power to
meet peak demand, we will pay electricity users in certain locations to reduce their demand at certain times
through formal agreements.

This saves money as the peak demand on the network is lower so less expensive investment is required in
network.

We created a simple video to help customers understand this and enable them to give us their views of this
new world:https://www.youtube.com/watch?v=5BNYunSWY8Q

17 https://www.energynetworks.org/creatindomorrows-networks/opennetworks
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Our customer video tdnelp customers understand DSO and enable them to discuss it

In ED1 we also became the only network operatorfdBp@A RS aSNIBPA OS& G2 bl A2yl
markets¢ known as the Fast Reserve Markdhrough ourgroundbreakinginnovation project CLASS. This
technology is meeting the need, identified by Ofgem and the Department for BuskEresgyand Irdustrial
Strategy (BEIS), to solve peak demand problems on distribution and transmission networks, doing so in a lo
carbon way by reducing requirements for power generation using fossil fuels.

Key to delivering a smarter future grid to enable zero carisato ensure that the vast amounts of quality data
and communications required to sustain a more flexible grid are provided for in a robust and efficient way.
We have consulted on our digitalisation strategy which set out how we will transform ourigpabthis

area. This also included our reflections on the recommendations of the Energy Datofagkand how we
propose to incorporate them in oduture plan.

We received comprehensive feedback on our proposalsvétéhclude this in our subsemnt strategy which
will be includedas an apendixto our July plan

Our DSO strateggnalysis of DSO functions and our digitadl data stratedesdescribe the progress we have
already made and sets out the next steps we are taking in the transai@80.

The core DSO functions and processes developed through the Open Neiehrgisy-wide initiativesince
2017, centre on the efficient delivery of the additional electricity network capacity identified by our
distribution future electricity scenaws (DFESjwork.

These processes incorporate whole system thinkingt just electricity but other utilities and how our
network plays a role in wider society and other industries. The joint developmeaiwions for both local
electricitydistribution networks and national electriciyansmission networks is a great example of
collaborative workingas is the use of flexibility to providew costnetwork capacityto connect low
carbontechnologies

Further details of oubSCransition strategywill be included iran appendixn July Our latest version is
availablevia ourwebsite?.

18 hitps://www.gov.uk/government/groups/energylata-taskforce
19 https://www.enwl.co.uk/dfes
20 hitps://www.enwl.co.uk/gonet-zero/our-plansto-go-net-zero/dso/
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6.1.2.1. Stakeholder involvement in DSO transition

Our customers and stakeholders have told
that they want to be involved in our DS

Deliver net zero carbon

transition. Stimulate LCT Facilitate LCT Do efficiently and
adoption Adoption timely

In ED1 we explained twur stakehol'd'ers how e e DSO Transition Plan
our Carbon and DSO Transition Pl; to Zero Carbon’ Plan ongtern | | Operatom, tealtime | | Markets sna
R2dSu0lF At SR 02 adzLlLl2
to delivering net zero emissions. In respor Grid Digitalisation & Data Strategy n

. . . Digital Strategy
we published our decarbonisatiorplan, - Consultation
'Leadng the North West to Net Zero. Sy

The plan delivered a range a€tions to support the development of local government plans for
decarbonisation. This is an ongoing action and as a trusted voice we will stimulate the adoption of low carbc
technologies by continuing to promote simple affordable actions that custorbesinesses and stakeholders
can take to lower their carbon emissions.

We will work withthe DSO stakeholder community to help shape the DSO transitidour methodologies
for forecasting ananodelling Their help will guide us so that we cansuretransparencyand fairness in our
decision making.

We will seek input from national stakeholders through our joint work with other licenseas etdustry level.
We will continue to work with other licensees within industry groups such as the Energy Nétssw&iation
(ENA) Open Networks Project, to develop and implement new standards and best practice.

Data will be a particularly important focus as it is a foundational element for the transition to DSO. We
continue to seelguidance fronstakeholderson how to deliver bespoke engagement plans, particularly for
the customers in vulnerable circumstances ensuring fairness and inclusivityaseens left behind by the
transition.

6.1.2.2. Data and data sharing

In ED1 we supportedtt@y SNH& 51 (I cotninéndatiofs2 NOSQa M*T
2land,with industry colleaguesstarted preparing the available data
for sharing from within network operator businesses.

We will presume that all data is opeuanless after triaging |tit is
classified as confidential or commercially séwei In ED2 we will
publish the Digital Strategy and Action Plan, regularly updating ther
as required and we will make available a wide range of planning an
operational data that meets the expectations of the Data Best
Practice guidance and guided by ostakeholders for example,
following feedback from our stakeholders we propose to publish:

21 https://es.catapult.org.uk/reports/energydatataskforce
report/#:~:text=Enerqgy%20Data%20Taskforce %3@88620Strateqy%20for%20a%20Modern,and%20understand%20dat
a.%202%20Recommendations.%20...%203%20Appendicies
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1 heatmaps for all voltage levels that will indicate the hosting capacity/ available headroom by
network asset

arange of forecasts, by scenario, for all voltdgeels and areas of the netwarand

near reaftime constraint and merit order information that will enable flexible resources to
participate in managing the network amahter into bilateral arrangements to trade curtailment
risk.

= =4

All our data will be ecessible via a data repository on our website for customers, stakeholders, and other
interested third parties. They can either download our published data, or where praatiealvisualisation
tool for greater insights.

Application Programming Interfas (AR) will also be available to allow data sharing services/platforms to
retrieve and hosbur published data.

6.1.2.3. Forecasting and network planning

One of oumprincipal roles with DS@sto ensure we economically create the capacity our customers ireed
sufficient time to allow them to decarbonise their lives. This can only be efficiently achieved through the
analysis and understanding of current and future network power flows. The proceskesadsting and

network planning are key to enabling us tmderstand the real world needs of technologies such as electrified
transportation and electric heat on domestic and rbmmestic demand.

ForecastingED1 saw us develop and introduce
the ATLA%? forecasting methodology. ATLAS tal
information from ou regional stakeholders an
using the national Future Energy Scene
framework creates a range of future netwo
demand and generation forecasts.

An overview of the stakeholder information in DFES

Local stakeholder information

Regional trends

1&C Local

!

1

1

1

1

i

X Developers

customers H autharities

1

:

1

|

4+ IDNOs
Future
plans

DNO forecast information (DFES)

Local plans/ Future

Zero carbon connections
plans

Future |
changes

Future
changes

Data
exchange

These help us understand how the network ¢
accommodate the capacity needs of ¢ —W—F— -
stakeholders. We contirm to enhance the
capabilities of ATLAS; for example, we are curre ¢
developinganEVuncertainty framework. ATLAS also

allows ugo create a range of forecasts, including a

central risk scenario known as the Central Outlt one version of the truth, muttiple uses
which is used for all planrgnactivities. C

A single forecasting methodology - ATLAS ]

Demand and DG forecasts
This approach allows us to produce atizkeholder
facingDistribution Future Electricity Scenari Regu.m,y,cim .‘9\{ A’@ Hh,J‘,xf&m
(DFES), Long Term Development Staten s i e
(LTDSand Network Development Plan (ND
information together with various regulatory repor
suchas load indicesAll ofthis data is published o
our website, and provided to other industry/nation g
data sharing services/platforms.

RIIO-ED2
Business
Plan

22 https://www.enwl.co.uk/gonet-zero/innovation/smallesprojects/networkinnovation-allowance/enwl008--
architectureof-tools-for-load-scenariosatlas/
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Our stakeholder engagement shows that customers require us to only invest in capacity where we have
confidenceinfutlld Yy SSRa It Ay SR 6A (K 2dzNJ &thereforBikK RDR2 RSWIE Q
improve ATLAS further by incorporating aggregated smart meter data together with power flow information
from our own LV network monitors to improve the accuracpaf HV and LV network forecasts. We will also
incorporate data from other sourcefor examplefrom IDNOs.

OurYddnect andnanageXesearch in ED1 has shown how monitoring and analysis can enable significant
additional capacity to be released using &rig assets that customers have already paid for. By the end of
ED1, LV monitoring will be installed at 5,000 of our most populous ground mounted substations supplying
around 1.1 million customers, and we will have access to consumption data from smersrfegtup to 70%

of our domestic customers.

In ED2 we will continue tactical installation of network monitoring on HV and LV circuits that will help us
deliver savings to our customers through the continuation of the Connect and Manage programmearfadiditi
capacity will be released during ED2 from existing assets facilitating the adoption of more LCTs. This greate
visibility of the LV and HV networks will enable us to model networks more accuatdlynore efficiently

target new capacity provided thugh flexibility services or new assets. Our HV and LV data will be published,
both on our website and on industry/national data sharing services/platforms.

Network planning:In our planning

_ s % ">
methodology documentve explain how we Methedology . " =
. entify
use the forecasts derivkfrom the future hemwork B Covworte | Network B network
impact. ] utlisation P mart [Joevelopment
needs of our stakeholders, to make well Analysis | parameters

Solutions Plan 1
justified, efficient and transparent decisions. v
The document defines the analysis N E 2 E E E B, !
 Pigs I Feedback 'sepgeed ‘ i
methodology and our processes to ensure { |

compliance with the national network
resilience standard EREC P2/7.

In ED2ve will refresh and upgrade our
network planning tools. This will enable us to
plan more complex network solutions with th
increasing numbers of flexible connections a ED2

flexible services solutions within ANM Network

arrangements as well as sharing our single Planning

network model and network data with all Analysis tool
stakeholders using the Common Information
Model (CIM) protocol. This will enable many
benefits, such as:

Network data
and model

enabling @&velopers to determine their own point of connection
clearly indicating where we have network capgatvailability and
assisting flexibility services providers to locate in the optimum position for whole system benefits.

6.1.2.4. Increasing options and transparent decigioaking

In facilitating DSO, we must always ensure that we deliver any new capacitydnegder customers in the
most efficient manner possible. This section explains how we will ensure all possible options are identified,
how we manage the uncertainty inherent in forecasts, and how we select the most efficient option in a
transparent and opn manner using our ROCBA evaluation tool.
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Increasing solution optionsPositively engaging with as many solution providers as possible in all our
decisions is key to our strategy of delivering efficiencies for customers. In ED2 we will engage the help of
others to find new solutions to our network issues, ensuring that we have the widest range of options possib
for evaluation and adopt the most suitable economic approaches.

We will publish information on all network constraints to encourage potestéaltions from all
partiesegflexibility providers, customershe Electricity System Operator (ESO), Transmission Operators
(TG), other Distribution Network Operators (DNGand Independent Distribution Network Operators

(IDN®), and groups such as l[d@a community energy groups. This holistic approach would, for example,
allow a community energy group to bring forward a proposal for an energy efficiency programme in its locali
to solve a network capacity need.

Managing uncertainty within investmenplanning Since autumn 2016 our network investment decisions
have been informed by our pioneering Real Options Cost Benefit Analysis (ROCR&Yy&doped in
conjunction with the University of Manchester. ROCBA enables us to evaluate the relativengzberaefits

of all intervention options against the needs across the whole range of our network forecasts, defined by
ATLAS.

It allows us to evaluate flexibility services, energy efficiency measures, investment deferral, or network
reinforcementonankg dzt £ o6l aAa (2 SyadaNB 6S GF1S AYyF2NN¥SR
design our networks using our Central Outlook scenario, ROCBA allows us to test our options against all
possible future scenarios, defined from our DFES, before decidomgthp right course of action.

The Common Evaluation Methodology (CEM) and tool, developed within the Open Networks Project is deri\
from the ENWL ROCBA tool and as such is the industry equivalent for flexibility evaluations. During ED2 we
continue to develop ROCBA to maintain its position atate-of-the-art decision support tool across all

network investment strategies.

Managing uncertainty within deliveryWe need to ensure we appropriately manage the cost variability
inherent in the delivey of any selected capacity solutions and that all intervention options are examined
equitably. To achieve this, we will include uncertainty in abseed intervention costs.

In the case of a flexibility services provision the cost of delivery is |dngetlyby contract and depends only
on its utilisation; whilst for traditional ass#iased reinforcement the budget design cost may increase due to
external factors.

To ensure the value of flexibility is treated equitably at all stages we wallakiae our decisions as delivery
progresses. For example, if pcenstruction planning indicates a material cost increase in an asset solution,
we will reevaluate the decision based on the new cost data and change the solution if it is more efficient to
do so.Due to the nature of assdiased work it is possible that outturn costs may change during project
delivery, so we will require that such works are undertaken on a fixed cost basis with shareholders, not
customers, bearing the variation risk. This will@esflexible and asset solutions are equitably compared.

Transparent decision makindeing transparent with our DSO decisinaking is critical to ensuring our
customers and stakeholders are confident that we are efficiently delivering capacity totnegeneeds.

In ED1 we started publishing all the information and supporting models used to arrive at our capladg
decisions in simple and easy to understand language, as our stakeholders had previously told us that we
should simplify our materialto support their understanding and aid their abilityni@keinformed decisions.
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To further improve transparency in ED2 we will introduce two additional measures to allow our customers at
stakeholders to challenge our proposed decisions:

1. After a decsion is made and beforentering intocontract with the successful tenderer(s) we will
introduce a standstill period. This will allow a period for scrutiny and challenge of our proposed
decision.

2. We will introduce alecisiongeview process, to ensure thany decisions that are challenged are
independently reviewedA decision will beverturnedif the process has not been followed
correctly or relevant factors have not been adequately considered. In addition, if the decision
making process itself is fodrto be flawedan independent bodyvill be empowered to review the
methodology and make recommendations to modify it.

6.1.2.5. Real timenetworkmanagement

Our customers have told us consistently that they want us to improve the resilience of power supjalgs, en
a net zero carbon future and keep bills low. The key to delivering more from existing networks and meeting
this challenge is to implement the latest real timetwork managementools, such as Active Nebrk
Managementwhich uses new flexible reso@xsuch as storage and flexible demand to meet capacity needs.

Active Network Management In ED1 we implemented a
new Network ManagementSystem (NMS) ah Active
Network Management(ANM) system, both developed t : External system
Schneider Electric. THNM system is maslup of two P d

ANM Look Ahead
core components. The first component is the syst Static Data -
which carries out network modelling activities in real tir
to manage network constraints using flexible netwc
assets, flexible connections, and flexibility services;
second component ia Merit Order Management (MONM
system. The MOM system holds the contractual data .
all flexible connections, and flexible services which ANM
uses to control network power flows.

Dynamic Data
P

=3
=l

ANM directly integrates with NMS and holds real time data for the netwapklogy, running arrangements,
metering data, and other system monitoring devices. The MOM system has been developed as a separate,
standalone system so that it is ring fenced from other DNO activities.

The MOM system determines the order in which fléxitesources are to be dispatched in real time to ensure
our network operates within iteapability;for example, a network constraint. In ED2 we will further develop
the MOM solution to facilitate secondary trading of distribution flexibility serviceduding trading of
curtailment liability by linking it to platforAdbased marketplace services.dddition, we will determine if the
MOM system could be more efficiently or equitably managed by a third party.

Flexibility servicestn winter 2020 we publised our expected ED2 requirements for flexibility services and
sought feedback from interested parties in the form of an Expression of Interest (Eol). This provided the
market with indications of our future needs and volumes; whereasHbkeesponses allwed us to

doy RENEGF YR GKS YIN]LSGQ& LINBFSNBYOSaE YR AydSydas:z
locations.

In ED2, to ensure our customers receive the most efficient DSO service, we will tender for the provision of a
market operdion services. We will invite third parties to tender to run our flexibility auctions, procure
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flexibility services on our behalf, facilitate the secondary trading of curtailment risk and other DSO ancillary
services such as provision of services to the Efarkets.

To further promote competition for platforAbased marketplace services in ED2, we will regulastgmder
for the services. This will include seeking fixed cost provision, rather than percentage of flexibility purchased
and being open to nostandard tenders to help develop alternative routes to flexibility services providers.

Resolving ESO/DSO conflicthie potential conflicts between the needsradtional electricity
systemoperation (ESOandlocal DS@emain one of the most important anchallenging areas.

By the end of ED1 we will publish our rules, after consultafimngenerating the merit order for flexibility
services to be utilised (e curtailment stack/list) and how each network user will be able to access the
information onall network constraints. Customers who have accepted a flexible connection already receive
information on the usage of their flexibility, via the curtailment index methodology. In ED2 we will ensure the
have visibility of all network constraints that eft them including visibility of the respective flexibility merit
orders.

Sharing of this merit order information with each flektly service providewill help them identify their
curtailment risk in advance, so that they can evaluate the impact baratontractuabbligationseg provision

of flexibility to other parties such as the ESGugrpliers. By introducing bilateral trading, it will allde

potential to trade away their curtailment liability with others in the stack, or trade to acceptiadél

curtailment risk in return for financial reward. We expect only a few trades initially and so will facilitate these
trades through a broketype service offered bys, acting as a neutral market facilitai@e a user will ask us

to find a willing tading party.

In ED2 we will move to a platfortmased marketplace to facilitate direct bilateral trading of curtailment risk,
which will reduce the friction of trading curtailment and any associated transaction costs. Our customers anc
stakeholders toldis that these measures are essential to improving flexibility market liquidity and delivering
optimum whole system benefits.

We believe that when presented with their curtailment risk information our customers will make rational
economic decisions consideg their curtailment liabilities and obligations in the energy and ancillary services
markets.

On the basis that other system and network licensees could benefit from having our curtailment
informationwe will, on requestprovide them access to the reime data, via IntecControl roomProtocols
(ICCP) where appropriate, with a sufficient level of granularity to allow them to cross reference against their
own service provisionse. MPAN/MSID.

In sharing data at this granularity, the other relevaogtisees can satisfy themselves that coordinated conflict
management or primacy rules asebackstopand distributed energy resources will be able to stack revenues

for their flexibility services, which community and local energy groups consistency ielhysortant for their
financial success.

6.1.3. Whole systems thinking

During ED1, we have been working closely with key stakeholders to help them develop new economic plans
which decarbonisation has a central role.

We have worked with Cadent Gas toveéop three regional energy masterplaggroviding near to migerm
certainties around the future of energy supply and demand.
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The plans have a crucial role in providing certainty for stakeholders, allowing them to act in areas such as
transport policyNEI3A 2y | f NBYSgl 6fS IASYSNIiGA2y YR KSIio

The documents will underpin regional government energy action planfiavne been already bedaunched
with key regional stakeholders, such as Greater Manchester Combined Authority.

Alongside these plans, o[ S| RAy 3 (G KS b 2 Nlifart® gaidished irigd19vag8idNites/ hdowND 2
we will lead and encourage businesses, our customers and our colleagues on the decarbonisation journey.

In ED2 we will build on this work with other utilities to develdans together that benefit the whole region.
We are committed to developing these pathways every ywars, andharing them with stakeholdsis part
of their work onlocalareaaction plans

The joint Ofgem/BEIS Smart Systems and Flexibiéity* recognises that our electricity system is undergoing
fundamental changeAs the system changes and technologies evolve, there are greater opportunities arising
for companies to collaborate to generate optinvéhole systenoutcomes.

To perform our role as aNID effectively and to ensure an efficient;ealinated and economical system,
interactions betweenocalelectricity distributionnetworks and national electricityansmissiometworksare
already an integral part of our way of working, and there aralelished processes in place to facilitate the
flow of information and system planning.

The work that has been undertaken to date, and continues via the Open Networks project, has identified
further improvements and developments that can be made to syste-ordination and collaboration to
provide increased consumer benefits.

We maintain that collaboration across the sector will be critical to delivering these important changes for
customers and we remain committed to our leadership and active suppdinieofarious Energy Networks
Association (ENA) groups addressing these issues. The output from the Open Networks project has
demonstrated the importance and benefit of this collaboration we will continue to be an integral part of the
project as it develops

6.1.3.1. Whole system outcomes

Our stakeholders have told us that we should consider our network needs together with the needs of the
whole energy system when making decisions to maximise benefits and ensure a more cohesive approach tc
energy system planninghd operation.This wider responsibility is central to our DSO transition plan and
encompasses data sharing, forecasting and planning.

Within network planning:In ED2 we will share, in planning and operational timescales, our reactive power
(MVAr) forecats at the interface points with National Griie5QGo enable the ESO to enhance their modelling
of reactive power flows for managing network voltage.

Within investment decisiondn ED2 we will introduce a process and methodology within the ROCBA
evaluaton tool to identify and evaluate the benefits of the options from the perspective of other system or

23 hitps://www.enwl.co.uk/globalassets/innovation/zeroarborrdocuments/leadingthe-north-westto-zero--carbon.pdf

24 hittps://www.ofgem.gov.uk/publicationsnd-updates/upgradinepur-energysystemsmartsystemsand-flexibility-plan
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network licensees. Where possible it will be quantitative, but even if it is only qualitative it will allow us to
consider whole system benefits in our d&onmaking.

Promoting whole system optionsthe publication of a full range of heatmaps, from 132kV to LV, in ED2 will
facilitate the development of the flexibility services markets and enable third party options to be developed
for mitigating networkneeds.

In DCPRE&0102015, the price control before EDd/e successfully delivered the CLASS project using Low
Carbon Network innovation funding. CLASS showed how demand can be varied using voltage control. In EI
CLASS became business as usual andaswwell as managing our own peak demand needs, CLASS can be
used by the ESO for managing frequency and system security. In ED2 the CLASS functionality will be evalu
further to be offered to the ESO for the provision of reactive power absorption foragiag network voltage.

6.1.4. Helping our customers and stakeholders decarbonise

As a network operator we have a dual role to play in the drive to reach net zero. As well as reducing our owi
carbon footprint, we have a responsibility to lead and supportaustomers and other stakeholders to do the
same.

Through our cycle afngagementve have heard from many different types of stakeholders including large
businesses, small and meditsized businesses (SMEs), local and county councils and the combined
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to support them on their decarbonisatigaurney.

Many of our customers and stakeholders are concerned about the impacts of climate change and want to dc
all they can to help mitigate global warming to €Can line with the latest scientific advice. They have told us
they expect our approacto carbon emissions reduction to be guided by the science too. We are working with
the Manchestetbased Tyndall Centre for Climate Research to inform and guide our approach which we will
continue to adapt as scientific understanding evolves.

Supporting astomers with decarbonisation is a core DSO function which will contribute to the achievement o
net zero.

6141. 1 26 6SQff &adzLJlI2 NI OdzAG2YSNAE (2 RSOINDB2YA

During ED2, in line with our Leading the North West to Net Zero plan, we will continue witledioated

service to support customers with their decarbonisation plans and encourage the mass uptake of low carbor
technologies. We will continue our cycle of engagement to gain more insight and understanding of our
Odza 12 YSNA Q S E LIS NHeSejopdtisservicgsRurtioest S (G KA & (0 2

Current services which will continue in ED2:

Dedicatedwebsiteresourcesand engagement events

Targeted support to help businesses overcome barriers to the adoption of low certlmmologies
Decarbonisation pathways rearch to help provide confidence to investors.

Additional support in ED2:

Aclear strategy for stakeholdemcludingan action plarsothey cansee how we are responding to
their issues and hold us xcount

1 Enhanced resources targeted at overcomipgafic barriers to the uptake of low carbéechnologies

=A =2 =4 4 4
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9 Expansion of our dedicated resources to additional customer groups including SMEs and domestic
customers.

In addition to the abovactionswe will lead by example and share information about own
decarbonisatiorjourney. Ourcommitmentsto reduce our carbon emissions can be found in
our EnvironmentaAction Plan to be published in July.

The proposals outlinedboveform part of ourDSO stakeholder engagemeagproach whictwill ensure our
DSGstrategyis informed by a diverse range of stakeholder views.

6.1.4.2. Understanding the issues facing customers

In 2019 we published otEeading the North West to Net Zero Carbiplan which sets out how we will reduce
our own emissions and help our custoraend colleagues to do tleame. This plan was published in

response to stakeholder feedback, particularly from Greater Manchester Combined Authority (GMCA), who
set their own ambitious carbon reduction target and were looking to business leaders t@ darte. We

have aligned our target with GMCA and have committed to reduce carbon emissions from our business to n
zero by 2038. This a key objective of &gading the North West to Net Zero Carkplan which will be

delivered in ED2 as part of our Eiewmental Action Plan.

With the launch of ouplanwe employed a dedicated strategic decarbonisation manager who is responsible
F2NJ dzy RSNBEGFYRAY3I 2dzNJ Odzad2YSNRQ FyR adl {SK2ft RSN
meet their needsThis engagement has been underpinned and informed by research undertaken with the
Tyndall Centre and Impact Research which has given us a greater understanding of the barriers faced by
businesses and how we can tailor our advice and messaging to suiedifeaidiences.

As well as supporting the uptake and connection of low carbon technologies to our network, we know that
customers expect us to go further and offer decarbonisation advice and support. They see us as a trusted
source of expert advice onwocarbon technologies and energy efficiency measures.

One of the mairissuescustomers and stakeholders face, particularly larger organisations such as local

Fdz K2NAGASE YR o0dzaAySaasSaz Aa dzy OSNI I Aapacity toimgeR
the extra demand created by the uptake of low carbon technologies. In ED1, working in partnership with our
main gas network, Cadent, we became the first DNO to produce decarbonisation pathways to address this.

The pathways provide neato midterm certainties around the future of energy supply and demand and are
intended to support local authorities in their decistaraking and investment planning.

GMCA is not the only authority to set a challenging net zero target in our region. Vdésaneorking closely
with Cumbria County Council and Lancashire County Council and the 24 district, bamaicjty councils and
15 unitary authorities in our region to understand their plans and develop effective working partnerships to
help them achige their goals.

Our region is geographically diverse, ranging from the dense urban populations of Greater Manchester to th
rural counties of Lancashire and Cumbria, all of which have their own net zero challenges.

/ dzZYo NA I Qa OF Nb 2 y viskarsArie teyphngibi@f NIK 2 m'a i KdnbudpdtionNR | Q &
basedcarbonfootprint?®, many of whom drive to the area from other parts of the. MKen this is considered

256.1 MtCQe from visiors whilst in Cumbria and visitor travel to and from Cumbria Vs 6.3 Bt@6m Cumbrian
Residents. Data taken fro@umbria Carbon Baselifeport 2020
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alongsidethe dispersed nature of communities across the colwantg the reliance on privatvehicles for
transportit showsthat electric vehicle charging infrastructure will be key to decarbonising the country.
Cumbria is also blessed with natural resources which means it can generate more energy than it needs. The
council has requested our pport to help identify how the benefit of this excess generation can be maximised
for the county. Understanding the individual needs and ambitions of our stakeholders is key to working in
partnership with them to identify and support the most efficient aambnomical routes to decarbonisation.

We recognise that our business customers faceimber ofbarriers to the adoption of low carbon

technologies. Many of them do not have dedicated energy managers to research new technologies and can
put off by reports of poor user experiences from others. Other barriers include the complexity of integrating
onsite renewable energy generation and thest to install equipment. In soneaseghere may also be
reinforcement charges to add to the overall cost.

At the sameéime we know that these businesses recognise the need to decarbonise and understand the
reputational and wider societal benefits of doing so. As large energy users account for 62% of electricity
RSYIFYR Ay 2dzNJ NB 3A 2y Jhem réddce théir dediddd 2ndXaiibdn efigsids ddze aré 2
committed to working with businesses to help them identify and adopt the most appropriate decarbonisation
solutions.

6.1.4.3. Stakeholder engagement to inform E@@posals

The stakeholder engagement toale have used to inform the development of our proposals to support our
customers with decarbonisation in ED2 include:

Tyndall Research on the top five things business can dedarbonise

Impact Research on the uptake of new technologies

Decarbonisatiompathways produced in partnership with Cadent and Northern Gas Networks
Interviews with key industry stakeholders

Analysis of customer enquiries and correspondence we hesaived

Iterative consultation, guidance and feedback from the SustainabilitglPan

Willingness to pay and acceptability research as well as informationdrato onemeetings, our
deliberative panel, online community and advispgnels

= = =) =) =) =) =

Our willingness to pay and acceptability testing shows that there is strong support fronmarstand
stakeholders foeducation and outreacprogrammesdo help customer®n their decarbonisation journeyAs
a result we will:

9 continue to engage with GMCA, county councils, local authorities and businesses across our region.
Our relationships witlthese key stakeholders will be managed as part of our compadg, topicled
stakeholder engagement strategy which is embedded across the business and ensures our
stakeholders are kept informed and can influence all parts of our business

9 update our decebonisation pathways in partnership with the Cadent every two years throughout ED2
to make sure they include the latest forecasts and technology developments and provide the certaint
our partners have told us they need to make their investments

9 delivertargeted engagement and outreach support to different customer segments in our region to

help them overcome the barriers to the uptake of low carbon technologies. These customers include
but are not limited to, large energy users, SMEs and domestic oest
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{ continue to develop our Go Net Zéfaveb portal which has been developed to provide the trusted
source of information that customers and stakeholders have told us they want. The content of the
portal incorporates research from the Tyndall Centretloatop five actions different business sectors
can take to reduce their emissions. It also includes detailed guides on low carbon technologies and
case studies of our own decarbonisation projects. We will promote and develop this resource to
expand the nmber of businesses we support in ED2

1 work in partnership with other DNOs to deliver support to SMEs through organisations such as local
chambers of commerce. Support will therefore be tailored to their needs by the expert organisations
that they are usd to working with. This will also ensure support is provided for an important group of
customers who are hard to reach and at risk of being left behind in the energy system trgresitibn

9 provide advice and support to domestic customers and promote viaudreach programme targeted
to encourage households to take action to reduce their emissions and install low carbon technologie:

6.2. Enabling our people and business

6.2.1. Innovation

Since 2010, we have invested over £80 million in research, exploringailingnew technologies and
commercial models with our stakeholders and academic partners. We have invested a further £50 million in
operational technologies to make our network smarter.

These investments have driven a whole host of improvements fdomes's, halving the number and duration

of supply interruptions and delivering reductions in bills. Continued investment in research and engagement
has given us insights into what is needed to adapt our business in future. Customers will soon see resw choi
in how they interact with us and how they connect to, and use, our network.

Innovation is key tour success. We seek to innovate every day across all our business activities to ensure tf
we can respond to the evolving needs and expectations otostomersin an increasingly uncertain energy
future. All ofour innovation projects are aligned with our innovation strategy address the challenges of
energy system transition, while maintaining a safe and reliable network and ensuring that theuimesable

in our communities can benefit from changes we make elsewhere in the energy industry.

To ensure we target our innovation resources appropriately across the full range of current and future
challenges, and our stakeholders have visibility ofareas on which we are focused, we have forged our
innovation strategy and associated plan around three core challenges facing distribution network operators:

1. The energy system transitidthe change in energy use required to facilitate the net zero carbon
targets)

2. Asset management (further optimising our use of existing assets)

3. Vulnerability (ensuring everyone benefits from our innovation and that no one is left behind)

To ensure we have a balanced portfolio of projects and achieve the best overall @asdonour customers,
we have identifiedive key innovation themes which relate to the challenges of the low carbon future and to
our business plan. Each of our projects is designed to support one or more of these themes:

26 www.enwl.co.uk/GoNetZero
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1 Consumer vulnerabilityWe willsupport the needs of consumers in vulnerable circumstances today and
in the future, and ensure that everyone can experience the benefits of the energy transition and any
adverse effect of change is minimised.

f  Net zero and the energy system transitiomd¥ I OAf A Gl GS FyR I O0OSf SNI GS
greenhouse gas emissions before 2050.

I Optimised assets and practice$o develop and implement industigading techniques for optimising
assets and practices for energy networks.

1 Flexibility and conmercial evolution:To develop and test innovative solutions to increase the
flexibility, transparency and efficiency of the energy system, enabling information to be more open anc
networks to be more responsive to change.

I Whole energy systemrlo enable jomed up and efficient approaches across multiple aspects of the
energy system around planning, forecasting, design, construction, operation, maintenance and data.

Our innovations have helpdd keep bills low while responding to the challenges atazeo future.
We will include futher detailsin the following appendices to our plan in Juhnovation strategy
Datastrategy andIT strategy.

6.2.2. The future of our workforce

To deliver this plan and set of commitments for ED2 we require a modern, ejvegiquality, welttrained
workforce fit for the future.

It is our people who deliver our service. While we operate a huge network of critical infrastructure, it is our
people who make it happen.

Current discussions with Ofgem indicate that we intHloduce a reporting metric to measusehat they term
Wg 2 NJ F 2 ND ShichElBnaluidd teyfollodiflg masures:

Workforce satisfaction
Diversity & inclusions

Health & Safety

Mental health in the workplace
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We will continue to work on the detieof this with Ofgem over the coming monthaurther details of our
resourcing plansvill be included iran appendix to our submissiom July

6.2.3. Working with the supply chain to deliwalue

Current discussions with our supply chain have been focaedtie RIIGED1 timeframe and particularly the
mitigation of risks posed by the Brexit process and, more latterly, w9 pandemic.

We are intending to work with our current contractors and suppliers to identify how a |eteger view of the
future at an appropriate level of detail may be able to leverage savings and risk reduction in the supply chair
that can in turn be passed on to customers.

We will include further consideration of this in future versions of this plan.
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7.1. The impact of our plan on bills

Currentlyaround 161 2 2F |y | @SNF IS R2YSaidAO0 O0dzad2YSNEQ S
that we can manage and invest in the local network. Th&ractive graphic from Ofgethshows where the

rest of the money from your bill goes. In ED1 to date (between 20P3) the average cost for our services to
an average household in the North Wéspy dpdmn Ay ([@anpared t@ the avadyer8siof other
networks across ED1 to date of £97).

Depending on how much we invest and how we manage our other costs this could go up or down for ED2
(20232028).

There is an key tension we have heardiagand again from customers throughout our engagement.
Customers want us to invest significantly to improve services even further as they recognise an increasing
reliability on the power network. They also want to see us hit stretching environmentaksai@eards net

zero, with stakeholders in particular pushing this priority very strongly.

At the same time, they want us to balance the costs of any investment to all bill payers. We recognise the
unique position we have been in with half of our twearengagement cycle being conducted during a global
pandemic. Customers and stakeholders have told us that we need to keep bills low, understanding that not
SOSNEr2YyS OFly |FTF2NR oAff AyONBlFraSazr |yR (Kid1® ¢S

Throughout our engagement, many customers, and in particular future customers, asked us if it was possibl
to means test bills as a way of achieving a fair balance. Whilst we were clear that this is not an option, it
focused our minds on how we canovide best value for those who may be struggling. Through our proposals
for customers in fuel povertyand ourSmart Street CVWRe hope go some way to addressing this point.

We will ensure that our plan continues to represent excellent value for money for all North West customers
and that the benefits of the investments we make outweigh the costs to customers. This area has been
thoroughly tested through two rounds of willjnessto-pay research and larggcale quantitative acceptability
testing with both domestic and business customers as well as stakeholders. We have alsalbpit in
discussions with our deliberative panel on the issue.

Customers recognise the delicdtade-offs wehave tomake in the balancing services against costs. This was
made clear in our second deliberative panel on costs.

In our willingness to pay and acceptability testing reseaB0Bp of customers told us that they would be
willing to pay aradditional £9.80 on their bills for the package of improvements in this plan. Given the huge
amount of engagement we have done, and the strong views we have heard from the vast majority of
customers, we want to deliver a plan to meet this ambition.

To ddiver the outcomes that customers and stakeholders have asked for in this plan, we will need to invest
almost £2bn over the ED2 periothis is &9% increase in expenditure and alone would require an additional
£9.69 per year from the average domestictounser in the North West.

The great news for customers is that we can deliver this level of investment for less. Through innovation,
efficiencies; lower financing costs and good management of our pension deficit throughout ED1, we are able

27 hittps://www.ofgem.gov.uk/dataportal/breakdownelectricity-bill
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to keep costs alow as possible for customers during ED2 and offset the majority of this bill rise, so that the
actual average bill increasedgpected to be approximatel§2.14.

Based on the current information available we are proposing to add just£@ dur partof an average
household bill, bringing the average annual bill for ED2 to £91.28, still lower than the average of all network
measured either across ED1 or just this year.

Ofgem published new guidance to networks on financing and returns in March 202&enare currently
working through the guidance to see the full impact on bills which we will include in owdraétgubmission.

Key consultation question

80% of customers are willing to pay £9.80 more on their annual electricity bill to delivétial proposals in
this plan. We think we can deliver all these proposals and the 88d8th of investment per customer for just
a £2.14 annual increase in bills. What would you prefer us to do?

Option 1:Deliver the proposed plan with £9.6%orth of anrual investment per customer but limit the bill
increase to an average of just £2.tb keep bills low for all customers.

Option 2:Deliver an even bigger plan and make the bill increase closer to what 80% of customers are willing
to pay, acknowledging thi20% of our customers may be unwilling or unable to pay this much.

7.2. Running an efficiertiusiness

We are undertaking a comprehensive programme to assess our costs against those of other companies. By
benchmarking our costs against those of other netkvoperators we will be able to see how efficient we are
and make sure that we are competitively priced.

We ran a similar benchmarking exercise to develop our plan for ED1 and haweiteising expert external
consultantsOxera, to validate the findgs. This involved looking at the total expenditure of networks,

through an approach used by Ofgem for ED1.

We are supplementing this with our own detailed efficiency appraisals using ED1 modelling as our basis anc
latest data up to 2020. This gives us thtest view of our relative efficiency and areas to focus on in terms of
setting stretching targets into the ED2 period.

We will present the results of this programmeauar Julyversion of the plan.

We are also working with industrgxpertconsultarts to review our financing arrangements and technical
aspects of our plan respectively. This external expertise and scadoisweight to our plans and gives

confidence that they have been thoroughly tested.

We will include tirther details of our benamarking approach and the evidenced conclusioranimppendix
alongside our July draft of our plan

73. 1286 6SQftt RSIFf GAGK dzy OSNII Ay (A

105



There are many uncertainties around our plan that we simply do not yet know. We make forecasts and
assumptions as aacate as possible, but in a fagtoving world it is not possible to clearly state what will
KFELILISY Ay aS@Sy eSINBRQ (GAYSo®

The biggest example of this is around the speed of the transition to net zero. This will impact the demand fol
electricity and the lod on our network that will require investment. We have made assumptions based on
sophisticated modelling to reflect this as accurately as possible in our plan however it is still uncertain. One
factor that could not have been predicted was the coronavpasdemic, and we still do not know how it will
impact the transition. The recession may mean that the transition is slower than predicted back in 2019.

Our costs for managing the network are agreed through a business planning and price control prémess be
the price control starts in 2023. This means thatlveee topredict now what will happen in our region and
how much investment is needed up to 2028. There is a risk that the business is either over or underfunded
depending on whaactually happens

At present, we propose thahe majority ofuncertainty around potential load on the network is covered hy a
SEA&GAY 3T WOI LWhiewé BaveYrSl@igd-oytiheifafeeasts for network reinforcement in ED2, we
are proposing that the risk of getiy this forecasting wrong is shared with customers. This means that
whether we over or underestimate the amount of network investment needed during ED2, then we are only
funded for efficient interventions based on whattually happens

Thismeansthafi ¢S 2@SNBalGAYIGS GKSy OdzAdG2YSNE 62y Qi LI
then we will be appropriately funded to deliver what is neededthe region.
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