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Last revised : 24.06.19 Meeting Minutes Notes by: Nicki Johnson
Date/time | 13 June 2019 - 10.00-14.30
Venue WPD Gloucester Depot
Attendees | DP - Daksha Piparia, Independent consultant (Chair) WPD:
JG - Jo Giles, Cadent AS - Alison Sleightholm
RH - Richard Hellen, The Schumacher Institute AW - Alex Wilkes
IK - lan King, Warwickshire Police NJ - Nicki Johnson
RL - Ron Loveland, Welsh Government RT - Rose Tresidder
NR - Nicola Roberts, South West Water NT - Nigel Turvey (part)

JR - Julie Robinson, Coventry Citizen’s Advice

MR - Mike Rowe, Institute of Engineering & Technology
AS - Alex Spreadbury, B&Q

CT - Cathy Tibbles, Whitwick Parish Council

MW - Mike Whittingham, Customer representative

WPD Performance Update

Discussion

AS gave the group an update on WPDs performance to date, including safety,
network performance and customer service.

Safety information included near misses following a request from the Panel. IK said
there must be a structure in place to support people reporting near misses. AS
agreed and explained staff can report near misses anonymously and WPD learns
from reports and prevent accidents. RH queried the use of formal risk assessments
and AS confirmed they are always carried out and act as a preventative measure.

AS talked about the safety climate campaign - an independent review inviting 2,500
staff to take part in a survey on the safety climate. RL asked whether staff had
feedback about contractor safety. AS noted feedback from staff is not negative,
contractor safety statistics tend to mirror our own and we offer conferences for
contractors and include them in WPD safety campaigns.

JG asked about the data cleanse process targeting customers who have not been in
contact with WPD for three years. AW confirmed that following the Panel decision

we implemented a rolling programme. Last year wrote to over 320,000 customers,
enabling us to remove around 250,000 of them from the ever-growing register.

Strategic Priority - DSO

Discussion

RL discussed a report just issued about the digitalisation of the energy system. AS
talked about flexible services we are offering to customers — a huge amount of data
is used to manage such services, examine constraints and ask customers to help us
increase demand. AS mentioned the DSO plan published online.




RL noted it is important that the panel considers the marriage of heat, power and
transport. Local energy will be more important and local consumption will become
vital as we move to a world where energy is driven with local area modelling — key
stakeholders will be local authorities. AS agreed we are improving Las and LEPs need
to be included in scenario planning and we are now doing lots of work with
community energy groups and Local Investment workshops, etc.

AW noted we are looking at projects which ensure we don’t leave vulnerable
customers behind in a smart future.

Customer Engagement Group — an update

Discussion

AW updated the group on the RIIO engagement and the new Customer Engagement
Group.

AW explained the CEG may review the CCP’s interpretation of feedback and debate.
We need to build an approach that is endorsed and take forward methods that are
not just what we have always done but instead are the right ones — we must analyse
consultative techniques available and work out the best. AW explained may use the
CCP to help us find a well-rounded approach. We must use forums that provide
meaningful feedback and if actions are well justified we will present them to Ofgem.

DP asked about the route of communication between CCP and CEG. AW explained
we would bring challenge to CCP and consider action/additional work then play that
back to CCP and report progress to CEG. In some cases it could be that the Chair of
the CCP is asked to report back to the CEG with feedback.

The group discussed Willingness to Pay business models and making choices
tangible so stakeholders understand and can decide what improvements they would
be willing to pay for (tailored to audience).

Decisions

DP noted the CCP still wants to know what is happening with the CEG even on the
challenges and actions that don’t come to the CCP. AW confirmed the challenge log
will go online and WPD can present it at each CCP.

The Panel asked for an update on future energy scenarios.

Actions

1. WPD will share challenge log and CEG actions at each CCP meeting.

2. WPD will add Future Energy Scenarios to the December meeting.

Business Plan Commitments Report

Discussion

Alex reviewed the report format with the Panel to see if current three tier report is
still what stakeholders want. Members reviewed WPD reports and looked at
versions of other DNO documents.

AW reported stakeholders asked for three different levels of reporting in the past.
WPD is trying to provide information for all stakeholders. NR noted that water
customers don’t want to read the document. RT noted that when we started with




the report there was no DSO strategy report but now there are lots of other
documents and platforms we could link customers to.

The Panel discussed more useful and meaningful ways of producing the document

(noting the target audience don’t always know who WPD is). The document ideally
would work for domestic customers but those wanting more information could use
links.

RL suggested the use of infographics (and later provided examples to WPD by email)
and a readability test to ensure ease of use for readers.

Decisions

The Panel decided WPD should produce a single document going forward rather
than use the previous three-tiered approach.

Final versions need a ‘readability check’ as a web page as well as a print version.

There is no real need for document to be externally verified as ‘plain English’. WPD
should take the opportunity to ‘market’ services but not over-simplify or dwell on
only good stories. The document should not be too busy and distracting and font not
too small.

Actions

3. WPD will produce ONE shorter, simpler to understand, infographic based report
with links to other documents. There will be the potential to click on areas and
expand and see videos, sound clips, etc.

4. The CCP will review and undertake a readability test.

Panel membership and skills review

Discussion

NJ and DP gave the group a summary of the outcome of the recent skills and topics
of interest review.

DP will be drafting the member written spotlight report in time for the end of August
deadline.

Decisions

It was agreed the Panel does not need to be bigger or wider but does need a periodic
refresh. The current Panel would benefit from members from travel/tourism, Local
Authorities/planners and young people/future energy customers.

Actions

5. DP will share a template of the spotlight report to enable other panel members
to provide support and content.

6. Desktop review of segment gaps and search for new panel members to be
undertaken.

7. NJ to explore the option of inviting planners/LA members at Investment
Workshops in September/October




Connections Surgery

Discussion | RH fed back following his review of WPD community energy web pages.
NT updated the group on the Connection charging review.
Actions 8. WPD to host a workshop on Community Energy webpages in August/September

with a range of existing CE stakeholders.

9. WPD to ensure relevant website improvements are captured using both RH
feedback and workshop outputs.

Social Obligations Surgery

Discussion | NJ updated the group on 2018/19 fuel poverty performance
The Panel agreed to help WPD co-create new Power Up branding
and updated PSR/vulnerability web pages.
Actions 10. A small workshop will be arranged for partners and interested Panel members

to brainstorm and take forward Power Up branding.

11. WPD agreed to update the current Power Up web pages ASAP with brief
summaries of each project type.

12. Information about Power Up Health and Smart will be added to the WPD
website.

13. The Digital Comms team will consider adding the 105 number to more web
pages.

14. The Digital Comms team will incorporate extensive ideas and comments from
the Panel in to the first draft of the web pages and report back to the panel at the
next stage of design.

Future meetings

Thursday 26 September 2019 - Stoke
Thursday 5 December 2019 - Derby
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WPD Customer Collaboration Panel

Gloucester Depot

Thursday 13 June 2019
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09.30

10.05

11.00

11.20

12.00

12.30
13.00

Today

Closed member session — optional for all members

Update on our performance
Strategic Priority: DSO (smart networks)
Alison Sleightholm (Resources and External Affairs Director)

RIIO-ED2 enhanced engagement - CEG update
Alex Wilkes (Stakeholder Engagement & Consumer Vulnerability Manager)

Business Plan Commitments Reporting
Alex Wilkes (Stakeholder Engagement & Consumer Vulnerability Manager)

Panel membership and skills review
Actions from the March meeting
Nicki Johnson and Daksha Piparia (Panel Chair)

Lunch

Split session:
= A: Connections & business customers
= B: Social obligations
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Today’s afternoon surgeries

Connections & business customers, to include:
= Connection charging review — Nigel Turvey, WPD

» Review of WPD community energy and flexible services web pages — Richard Hellen

Social obligations to include:

= WPD'’s social obligations programme
- Final 2018/19 performance
- Co-creation of Power Up branding

= New vulnerability hub
- Seeking your thoughts about proposed new web pages

"'.
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Performance Update

Alison Sleightholm,

Resources & External Affairs Director
Customer Collaboration Panel June 2019
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Safety — lost time accidents

No. of accidents to end March 2019
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Staff incidents — (regulatory Year 2018/19)

NS East Mid | NS West Mid | NS S West NS S Wales Others Totals
Fatalities 0 0 0 0 0 0
Aecidents 0 1 1 0 0o | 2
N°:ct?::|::1e 10 18 15 6 6 55
Near Misses 14 5 32 26 11 88

Lost Time Accidents: Accidents resulting in the injured party not being able to return to work the
next working day

Non Lost Time Accidents: Accidents resulting in the injured party returning to work the next
working day

Near Misses: Record of potential harm or other learning opportunity
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1S outturn 2018/19

WPD West Midlands  WPD East Midlands WPD South Wales WPD South West

Cl CML Cl CML Cl CML Cl CML
Ofgem IIS Target
2018/19 84.1 52.8 51.0 38.0 53.1 33.4 58.5 43.8
[IS Outturn
2018/19 55.4 32.3 39.8 22.9 41.3 24.8 51.5 40.2
7o Out 34.2% 38.8% 22.0% 39.7% 22.3% 25.7% 12.1% 8.2%
Performance ' : . : : : : :

*Potential reward

20.5 19.5 5.6 3.8
(Emft)

As at 2 April 2019
*Subject to Ofgem audit

[IS: Interruption and Incentive Scheme
CML: Customer Minutes Lost (average number of minutes lost per customer, per year)

TAL 2018/19 prices Cl:  Customer Interruptions (number of customers whose supplies have been
interrupted per 100 customers per year over all incidents)
7 WESTERN POWER="

DISTRIBUTION

Serving the Midlands, South West and Wales



Contact Centre performance

March 2019 - regulatory year to date

Inbound
Service Total calls Average speed of response - Calls 1.78 seconds
General enquiries 170,958 Average speed of response - Twitter 4 mins 5 seconds
No supply 850,371 Average speed of response - Webchat 41 seconds
Calls to 105 (included above) 375,038 (44.10%)
Outbound — Eroactive

Total call backs Total to vulnerable customers
During fault 84,750 74,120
When ETR changes (Estimated Time of Restoration) 66,064 18,272
Post fault 255,210 74,391
Total 406,024 166,783
Total proactive text messages sent 647,063

Prioritx Services Register data cleanse

Total contacts

Customers attempted to contact 946,127

Success rate 30%

©nward referrals made (e.g. for fuel poverty support) 15,128 (mclgdlng 6’.661 WESTERN pown-&,—-‘
referrals to fire service) DISTRIBUTION
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Customer Service performance

2018/19 - regulatory year to date

Overall Combined
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Strategic Outcomes
DSO and Flexibility

Alison Sleightholm,

Resources & External Affairs Director
Customer Collaboration Panel June 2019
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Drivers of change

Climate change and international agreements on reducing carbon
emissions

EU and UK binding targets — to be delivered through renewable
Distributed Generation (DG), Electric Vehicles and Renewable Heat

Rapid changes in GB generation - Much greater levels of Distributed
Generation and community energy

Rapid changes in technology, demands for open data and consideration of
whole system issues

Significant uncertainty over the pace of change

“
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DSO

= We operate the local electricity network
= We are a Distribution Network Operator (DNO), maintaining, extending and fixing
» We are transitioning to also become a Distribution System Operator (DSO),
moving from a passive to an active network
Large power stations Transmission : ‘

WESTERN POWER DISTRIBUTION

L4

el

e

Centrally generated power Transmitted around the Grid Large Distribution Electricity 7.9 million customers
country at 275kV or Supply substation substation substation meter (domestic & businesses)
400kV Point 132kV 33kV 11kV

A
(I N
%D 52

Low carbon generation and storage
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DSO vision

Facilitate the transition to a low carbon economy
Enhance system security

Keeping network costs down and facilitating third party flexibility access to
national and international markets

Facilitate quicker and lower cost connections
Trusted by all parties as a neutral market facilitator
Our focus areas are:

— Using third party flexibility where economic compared to asset
solutions

— Whole system solutions in both planning and operating timescales
— Open data wherever possible

“
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DSO deliverables

Development of future energy scenarios
|dentification of future network capacity needs

Assessment of whether third party flexibility is more economic than
traditional asset solutions

Contracting for flexibility where economic along with development of
flexibility products and where appropriate, markets

Working with the ESO to develop whole electricity network solutions to
capacity, voltage or fault level issues

Development and implementation of operational and SCADA systems to
support a smart flexible electricity network

“
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DSO structure

To address the expanding DSO activity and the perceptions around the
potential conflicts of interest between asset solutions and use of third party
flexibility we have separated DSO activities into a separate management
structure

Our DSO and Future Networks area will be responsible for:

development of future energy scenarios and use these to identify
future network capacity needs

assessment of third party flexibility versus traditional asset solutions
contracting for flexibility where economic

Working with the ESO to develop whole electricity network solutions to
capacity, voltage or fault level issues

==
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What does flexibility look like?

o7
U

Generation turn up or turn down

X

Demand turn up or turn down

Shifting consumption forwards and backwards

4 B

EL*‘, Storing energy for later consumption

16
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Flexible Power

2015-17

— Simple Innovation Trials

2018

— Transition of real power flexibility into BAU
2019

— Multiple procurements developing the market for load related
reinforcement

Beyond 2019

— Further innovation to explore how LV connected flexibility can provide
real power

— Reactive power propositions to manage voltage
— Islanded distribution networks to provide blackstart capabilities

“
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Scenario based forecasting

140

120 -

100

Profiled MW Growth

40

20

80 -

60 -

Scenario = Gone Green

technology
subtechnology
Non domestic - Shop

Non domestic - School & College
Non domestic - Retail
Non domestic - Office
1 Non domestic - Medical
B Non domestic - Hypermarket
m Non domestic - Factory and Warehouse
B Heat pumps- -
u Electricvehicles - -
u Domestic--
H Battery storage - Response service
m Battery storage - Reserve service
m Battery storage - Generation co-location
B Battery storage - Domestic and community own use

 Battery storage - C&I behind the meter

18

Since 2016, WPD has been
using scenario based
forecasting to build a
regional picture of demand,
generation and storage
uptake

We have built a bottom-up
understanding of demand,
generation and storage
growth out to 2032 across
260 individual zones within
our region and share this
Information

WESTERN POWIRz
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Sign Posting

Network Flexibility Map (7]

Filler by

WPD Area Information Mode Common Filter

Asset Type  Flexibinty Status Year Scenano

bstation Nam Nuneaton 33kV y o
Yubstat Number 690018
oo v ) 270
(M Referer (MZ_EMO300 Asset Supply
Area
-------------------------------------------------------- . o
) CMZ_EM0300 - 2018 - Availibility Windows.xiex °
% cuz,s».c:oé Availibiity Windows.pdf
&
Asset
Nuncoton 132/33kV BSP - 690018 W % dindows
Information
Downloads Area provgdph o
2 Area
i Sy M Data View
e - 4101 M
§ " Graph Area S
S . v
o4
Sarvioe Overviow
i
1 Decnand leen
e
Tine of Dy [NV

Closes the data
Sends the user to view and returns
an application to the map view

page.

To inform flexibility markets of our
requirements both now and into the future,
we have committed to publishing
“signposting” information which describes the
constraints triggering any significant load
related reinforcement

This displays information on:

— Geographic supply area

— MW peak and length for availability
— Estimated MWh utilisation

— Months/days/hours applicable

— Four Industry-aligned future energy
scenarios

"
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Procurement

2018

» Requirements based on WPD forecasting

= 5 constraints across 18 primaries requiring 63MW
= 103 responses with 28MW of contracts awarded
2019

» 12 constraints across 80 primaries requiring 93MW
= Potential to avoid over £25m of reinforcement

= Additional zones signposted with future requirements out over the next 5
years

= 40 flexibility providers engaged, 90MW of qualified assets

“
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Dispatch

» Flexibility options are contracted for availability week-ahead to ensure
network compliance

= Automated electronic dispatch is actively being used in 6 flexibility zones

2018
= 103 responses with 28MW of contracts awarded

2019
=  Additional 28MW of contracts to be awarded

""
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Summary

We are transitioning to also become a Distribution System Operator (DSO),
moving from a passive to an active network

WPD have published a costed DSO strategy paper

WPD have also published detailed ‘Distribution Future Energy Scenarios’
working with National Grid ESO on Regional Development Plans

We launched ‘Flexible Power’ with real services procured in 2018

Restructured DSO activities in a separate management structure

You can download our DSO strategy here
www.westernpower.co.uk/our-network/strategic-network-investment/dso-strategy
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RIIO2 ED2 enhanced engagement
CEG update

Alex Wilkes, Stakeholder Engagement Manager
Customer Collaboration Panel June 2019
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Recap/context

= Ofgem set out it's expectations for “Enhanced Engagement” in their next price
control period (called RIIO-ED2)

= This included a requirement for WPD to design, establish and resource a Customer
Engagement Group (CEG) that will scrutinise and challenge their business plan and
the quality of engagement undertaken to create it

» Today’s slides will

- Update you on the progress of the CEG to date
— Cover the interaction between the CEG and the CCP

— Summarise the next steps of our engagement

""
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CEG meetings to date

» On-boarding 1: Thursday 28 March 2019

= On- boardlng 2. Monday 29 April 2019

25

- Introduction to WPD

- Business KPIs, regulatory reporting and incentives

- Site visit — Leicester Primary Substation

- An introduction to the role of Ofgem (CEG members)
- Regulatory overview and intro to RIIO framework

Priorities for RIIO-ED2
- Site visit — Contact Centre & Control Room
- DSO Transition
- RIIO-ED2
- Delivering a Social Contract (Sustainability First)
- Consumer Engagement (Citizen’s Advice)

First meeting: Thursday 6 June 2019
- Challenge definition and log
- Who the CEG is representing
- Introduction to WPD research
- Stakeholder Engagement Strategy & workshop feedback
- Overview of July consultation methodology

Customer Engagement Group

At Western Power Distribution

Onboarding Introduction Pack

WESTERN POWIR%
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Mission

Supporting
objectives

Actions

The CEG strategy

Be the best CEG

7

Relentless focus
on customer
impact

N\

\

Define a
methodology to
evaluate the impact
of the CEG

J

4 )
Target only high-
priority
challenges
\, J
4 N

Agree clear definition
of whatisand isn’t a
challenge

then redefine,

Learn from,

best practice

Undertake an

independent

benchmark of
other industries

"
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CEG challenges & the CCP interface

It has been clearly defined:

What topics the CEG chould challenge (e.qg. stakeholder engagement, RIIO2 approach &
priorities)

How the topics should be challenged

- The CEG is not here to challenge the specific content of WPD’s business plan, rather the
method of arriving at the answer

How the challenge should be structured

- A challenge should point to a specific need. It should not provide the solution, however it
should provide the opportunity for WPD to define and deliver the solution

The Customer Collaboration Panel

Wont necessarily see every CEG challenge (there haven't been any yet)
But our usual transparency means we will publish them online
Some challenges will require research which the CCP can be involved in

WPD might ask the CCP to review results of this research and help scope actions before
results/solutions are presented back to the CEG

We envisage that the CCP will sometimes but not always be the vehicle by which
challenges are addressed

The CCP must continue to co-create our commitments, strategies and
initiatives and negotiate with us on outputs and deliverables WESTERN POWER =
DISTRIBUTION
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Next steps

CEG meeting dates scheduled around the CCP meetings !

» CEG Thursday 15 August

» CCP Thursday 26 September
» CEG Thursday 10 October

» CCP Thursday 5 December

» CEG Thursday 12 December

Our planned engagement

» Willingness to pay (inc. identifying specific deliverables)

- Starting with research in November 2019

- Will feature at annual stakeholder workshops (Feb 2020)
» Business plan development

- Additional round of workshops in October 2020

- Written consultations (including webinars & online panels) in July and Oct 2020
» Business plan refinement March 2021 onwards

"
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Business Plan Commitments Reporting

Seeking member’s views

Alex Wilkes, Stakeholder Engagement Manager
Customer Collaboration Panel June 2019
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Background

In order to deliver our new Business Plan Commitments Report we consulted stakeholders

extensively in 2015/16

Stakeholders supported a three-tier approach, which we’ve delivered for the first three years

of ED1

v one page snapshot
v' 30 page summary report
v 186 page detailed report (and a 13 page glossary)

We are into year four and overall download numbers are
low, implying there may be better ways to present the data

With that in mind, we'd like to show you some existing reporting
(used by other DNOs) and seek your views on our approach to
reporting for the final four years of ED1

Western Power Distribution
RIIO-ED1 Business Plan Commitments Report
Year Three - 2017/18

31 Octover 2018

WESTERN rown’
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Current reporting

Reporting tracks ED1 Business Plan in detail but does not allow for forward looking
reporting

Details of outputs achieved in previous years is repeated
It is resource intensive

Other DNOs use the reports to engage customers on the new and changing areas
of our business (e.g. DSO and EV) that will have a huge focus in ED2 but were not
part of the ED1 plan

Other DNOs produce:
— A snapshot in an Ofgem prescribed format (stand-alone or integrated)

— A 30-40 page report in graphical/interactive format, to report against Business
Plan Commitments together with forward-looking content

“
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Creating the next version

= We want your views on other DNO approaches

= Do you want us to continue with the 3 tier structure?
- including the 186 page detailed report?

= Or move to an alternative format/length/style?
— From a review of other network approaches, this could be a document that......
v" Highlights progress of WPD
v" Allows for future looking content cross-referenced to other published content
v Enables WPD to inform customers of preparation for ED2
v' Clearly signals WPD’s place in the future of energy
v' Would allow resource to be moved to ED2 Business Plan

""
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Plain English

= |tis always our aim to present information in the most clear and accessible way
possible

= Feedback in 2015/16 was that this should be externally assured — our summary
report therefore holds the “Plain English Standard”

= How can we ensure this accessibility for all future reporting?
= Maintain the PE Standard
= Critical review/sign-off via this forum
= AN Other

""
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Examples and comparisons

"
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Performance Snapshot for 2017/18

1.1 This performance snapshot is based upon the requirements specified by Ofgem in the Business
Plan Commitments Report guidance document, replicating the data submitted in takle S11 of the
annual regulatory reporting pack. An explanation of terms can be found in the Glossary.

West
Midlands

East
Midlands

Number of Customers

Mo. of Customers on DNOs network 2481844 2.647.050 1.133.101 1.613.218

Overhead lines (km) 21.073.0

South
Wales

South
West

27,7587

Underground limes (km} 52,8724

22,7678

Other (Subsea cables) (km) 4 -

83T

Total DNO Metwork 73.745.5

50.810.0

(including exceptional events}

Customer Minutes Lost

(including exceptional svents) 2 =i =
‘Customers Intermupted per 100 customers 538 458
[excluding exceptional events)"” _ -
Customer Minutes Lost T 231

(2xccludi onal events)™
Unrestricted domestic tarff (adjusted for typical consumptio
T4.1 7.2 a1,
Connections
Time to Quote (LVSSA) (Days) 4.1 3.5 34
Time to Connect (LVS5A) (Da 28.1 282 28|
Customer satisfaction
891

Overall Broad Measure of Customer 200 o0
Satisfaction score (out of 10 :
Social obligations - Individual Stakeholder Engagement and Consumer Vulnerab
8.75
Incentive on connections engagement (ICE) — penalties incurred under the

Mo penalties incurred.

g sxce

Safety - gualitative summary
In 20117/18 the accident rate for WPD as a whole was 087 accidents per 100 staff, this is
target for RIC-ED1. In 2017/18 there wers no improvement notices or prohibition notices
2017 legal proceedings concluded for an incident where a member of staff died after a po
working on in January 2013. WPD admitted to failings and the fine and costs have been
Environmental impact - qualitative summary
WPD's business carbon footprint has decreased by 13% in comparison to cur benchmark
have beaten our in year target for RIO-ED1.
Innovation - qualitative summary

WPD had 26 innovation projects active during 2017118 including one new project (EFFS -
and Forecasting System) which successfully gained funding via the Metwork Innovation C
undertaken a3 range of actions to start the process of implementing our D50 transition str,

"Walues are quoted in 2012713 prices, as this is the price base used for setting allowances, within licer
Ofgem financial models. Costs mcurred in 201718 have been deflated to be comparable to the allow
*“*The values shown are based upon data submitted to Cfigem in table S11 a5 part of annual reparting

walues in 511 vary to those stated in other sections of this report. 511 states the total unweighted impz
we compare performance to targets (which includes application of weighting factors defined by Ofgem
arise due to the values used for exceptional event exclusions which are not finalised by Ofgem wntil al

Total Expenditure (Em)* 255.6 1228 208.6

RIC-ED1 allowance (Em]" 248.1 140.0 210.5

‘% of Allowed Totex 103% BE2% 0%
eighted)

‘Customers Intermupted per 100 customers 483 480 T
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Performance snapshot 2017/18

Number

SHEPD

772,984
3,049,924

SHEPD

77,487km

Customer Satisfaction Finance

Tosal expenditure In 2017/18

£472m

SHEPD
E152 3m
B0 of our allowance)
Paralties incurred undar tha Incentive on SEFDY
Connactions Engagemant (CE} schama
= (1105 of cur allowanca)

Ext8.0m
‘Our Stahoholder Engagement [ i
and Consamer Vidrerability scom

5.5/10

S anz

49,153.9km

SEPD

Uneesiricted Dlomestic Tariff Charge (ot
Inclusing the domasic custornor reks

20

Total Business Carbon Footpring [BCFF*
@ stero ) =T

~ Enchng iomsas

Reliability and Safety

i 20LTVIE W remainGd ConsAant wi our approach
anctfocus i delivor s CUICOmEs 0 DU PRopia,
cumtomers andihe envircnmant This had posive
FREURS In many ars and has Lod i SSEN cahering
st Tosal Recordabia njury Resta (TRIR] o rocord.
Ourlicenca - If FEriot sat, wo dort oo it - was
ProFncted thougheut th yaarwith positvs rsults,
and our Incustry awardwinning behawoural
PrOgramIms (MMCNCNg Bohavicurs) was
sxperienced by mors han 4,600 members of our
workiorcs [empiloyees and contract partnerst

Innovation

W Fave continud fo maka cMickent LEs of tha
Mt ork innavation Allowanca (NU) and Notwork
rincvatic Competron [NIChavaliabla ko L in ordar

berant o our
Inncvation portfolic. During 2007718 W recabved
dscrationany rewarcs for cur Thames Vallay Vision
[TVV) project and for cur Innavatian paricl

Wi CoMinue o focus on deploying Innovatks
SORIHONS I our busingss a5 soon 25 tha o5 for
‘aur customars and busnes 15 cloar. Mast racenty
e v ncw | Light Detexction and
Ranging {LIDARY WItNIN i DLsiness ACWING remeta
‘gatnering of overtaad line dosa. This dafa & now
Baing put to a rumier of uses providing benefits
#vom satoty, aparatonal aficiency and investmant
aptimestion. Wa have alsn depioyd now Apps” In
particuiar, "Power Track, wihich now aliows Customar
o provick geotagged phatographs of nekworks
damage of defects, GMOctvely Crowd sourcing fult
Informiation o promots safoty and Impos qually
ot supply.

HASYS project

i February 2018 wa launchad our HASYS Phase
sclontiSication Unk Froject. The purposs: of tha
IpRing aur

. anda
Icenafication L, which can idantify which
iousas hawa thcir supply Inoenupsad and can
‘aszist InoCang the: faulk Bw.culd bo Lsed 253
complamantany ool alongsid cther cLmant txt
rcding equipment such a5 cur thermal Imaging
cameras, Bidoyng [automatic huss replacemient and
SNETNg o) TREWSUID Be PFtcLRaNy Densncal
when the property s vacant or the unplanned supply
INtErMPHON CCCurs rernight o in LEoCal hours.
This can assist In Improving thee Sccuracy of ft

e

g
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Our transition {o a

Oq.tlpul{s-)Cmtinuetoplay an active part in the ENA’s ‘Powering
Improvement’ inifiative, which aims to lead to improved safety
performance.

v Distribution System Op‘

Snapshot
E xecufive
Summary

328 WPD continues to actively participate in the industry strategy "Powering Improvement’.

: ) . 3 ) A g
Powering Improvement is a cross-sector strategy to bring about continucus improvement in § New and are driving unp change Our approach to DSO covers three areas — scoping the future, getting on
safety and occupational health in the energy generation and networks sectors. The Powering E in the way energy is created and used as we move to a low carbon with it and building new capabilities — we are already well underway with
Improvement initiative started in 2010 and each year has a specific theme as shown below. g . We need to make sure that our network i |s abloto safely and the transition.

E sacurely support these whilst of
- reliability for our customers. 1 Sccpmgm.w--

2010 Leadership
2011 Occupational healthfwellbeing
2012 Asset management'maintenance

Thaindustry s
fm.mmmmmmmc»«m e (DNO) 10
on Systam Oporstor 0SC) modl A Northam

o halping 1o shapa this transition to ersuro

P
wm folawad domand (or usal.As pacpbu-ad
Mora, wowars sbio to ganarata m

industry architocturs and required sout
Asgnficant prupurﬁnnunhﬂ?évru)ﬂ:umam
irnovation portfolio ara focusod on -pb.mg

2013 Bel ioural sa & nal Si’lm nddmvﬁaobrw:\‘ Howavar, low-carbon ganaration is difforent It is loss 28 clactric vehicks, mn@aiﬂdmlnm
2014 Beyond 2015 — next steps fiacble. Wo o loas sblo o simply tum ton or off ow Contoonas L During 208, mwmﬁ.m
2015 Weorking with contractors it huas [N ekt - hont wnc mosn ercvation project = hapng gether avidence on Locie and York) dassgnid for diffareet muckancen
g S - . mn i o — forr). future customar bohaviours 1o inforr tha most 2
2016 Managing cccupational ill health risks |numgmm-mmu.wmmb»=-m rnmpportcmmbymn:hngdmnmdmnﬂlbh mmoh:uuwqum:d Y
2017 Asset management generation Nudmﬂn&uwmhﬁmﬂnh-—
gy % afficioncy dyna ay puwonwnmrk 2 Getting enwitht — loguo with our stakoholdars.

2018 Human and organisational factors

O e e & DN sy o 5 e

What doos DSO mean in practice?

making progross with the transition to DSO
Wo s Svaaty wal undarway with 0w transiton

2019 Review of ress and developing the next se of "Powering Im ment officiont ork
prog: ping pha ng Improwe :w-mo‘m howaar, thars ara 3 numbar = roal Sma, agresing :mmpmh;\r;wm:md bt L, ot oot ise Lrbodydl
2.29 Powering Improvement is supported by member companies of the Energy Networks Association P "'_“_‘ round  mako’ an'tho systam. In thiway. wa can roward customors m"’“m.,mﬁnsn?:&nw"‘m
[EN.A}] (the industry body I'Dr_UK Iransmissbq a_m:l diEh'ibLl‘i(.)r.l network operators for gas an_d ) dars an axtealy participating n di o mkwm,mmwm;mm ::mm‘mmmw“m
electricity). member companies of the Association of Electricity Producers (the trade association m_,_m“bahg‘& bow
for the UK generators), frade unions and the HSE. s ing the o "“"““”"’“Lq...m”'m..g«a::.'.'fr
Wh{dewomt‘DiO: ) - nako up i L?:zri;:i;um 2t cut poartomn ity requeaments 3010
2.30 The Powering Improvement theme for 2017 was "Asset Management. The theme was Wa-wuwdwdcmmYmmdvh e ';d b oudoa e 257
champicned by WPD's Operations Director and focussed on the need to manage the risks S S e T v e o s the svesa e e s
statiors, moving throu Tharo is 58l » placa for bulding now Our £53 milion smart grid anablers i

held in October 2017 — bringing together unicn representatives, relevant contractors and e D Looking shead ]
company Health, Safety, Environment and Asset Management representatives. 7;"""“’_::’3"”““:‘;:;""“: ‘anhwmmm m.«r&mhmmnw huﬁmumm::mumgwm
o <l m o ‘semart grid for acamplo t 'hsvo-maf-hfwlstW)
331 Actions taken within WPD to support Powering Improvement included the following: & md ol b i e scapabiity | LI prgocs T e v pecate
|x-l.{-vhmnmg-&' ot tha stk v ok DS0.Wonwt o depioy ace D e
. - - . loat things ipicablo Acth IM) building underzzandir ngnimww-onotmu
» The preparation of case studies of past incidents on our network - o contribute to " ‘amartor in sociaty (ag oot s system in Driffiokd and tost tha markat for customars 10 the nationai Eloctricty Systam Operator.

associated with assets whilst promoting industry wide sharing of lessons leamed in relation to
the operation and use of the plant and equipment in our industry. An industry wide seminar was

etion meook oet ey e e i Beenton.

natwork capaciy; but wa cal do that when 1 chaspar

But over tho last fow yoars, anargy

imwostront i
2fegnip prograrm witis o E1 (20122 businoms
the base contral and communic:

1o provide flacbilty savices

industry wide leaming. This will result in the publication of collated case studies by the =% ey 0 o
; £z
EMA in 2018. e
» Corporate memory sessions held at trade union, contractor and apprentice safety 5 a2
forums — these sessions used examples of previous significant incidents to highlight the 3
impact of asset management on safety.
» Specific case studies were shared with relevant teams — for example projects teams
responsible for the construction of high voltage assets used team meatings to discuss _ g Welcome to our RID-ED1 business .
an incident (put forward by a Transmissicn Company). which resulted in the fatality of A% plan Commitments Report 2077,/18. Connectlons Developing ‘How to’ video and guides
an overhead linesman working on a high voltage steel tower transmission line. & ’?‘ Use e conents Delow (o navigate e B based on customer feedback
s  The adoption of 3 common risk assessment process for underground low voltage link = f:;f‘:g;:;?:'&l;;ﬂ::'.‘::ﬂ?:::lr‘nn continued
boxes. al the batiom of the page
3.32 To support the 2018 theme ‘Human and Organisational factors’ we have initiated an E The energy sector is going through a period of unprecedented e
independent Safety Climate Assessment to be conducted by an external consultant. Initial = per— «change. Digitisation and automation are creating markets e ——
survey questions have been sent to a random selection of employees within the West Midlands E TS —— for existing connected customers as well as new disruptors
licence area. The surveys are designed to identify areas where safety performance is strong & Performance mapshat and innovators.
and any areas where improvements could be made. The surveys are anonymous, but follow up O cpertin:
sessions will be aranged where individuals indicate that they are willing to participate. Onee
surveys are complete across all four licence areas an action plan will be developed to target any
improvement areas. E
P - E Cursomer sastaction
: R 89%
overall customer
cuslnmers tisfacti UK Power Networks UK Power Networks Work
participated i telephony satistaction Application & Design - Medium Delivery - Medium to Large
satisfaction survey "'“,:‘,,“,ﬁ,}’,}',,":‘,,“,\’,’;‘" to Large Developments Developments
2015-22 RIO-EDY - WPD Busii Plan Ci i vts Report, Year Three — 201718 Page 39 Jéaiue for meney This wien provides an overview of L This iden provides an m v of the
Power Netwarks appication and design UK Prvrer Networks delwery process for
process fr new conrections, o allerations s o allerations o exsting
—le 1D ExISbIg COANections, for MesU in [e connections for medium 1o amge

develnpment pmjerts

The future eney Endscape. deveiopment projects.

& day i e e o 2 utuee customer

ey moniacts

UK Poowes Netwarks
RI-EDT Business Plan Commitment Experl 20713




Welcome fo our RIIO-ED1 business
plan Commitments Report 2017/18.
Use the confents below o navigale the
document. You can retun to this page
by didang on e ‘home” button, at the
battom of the page.

Introduction

Our vision and values

Chief Executve’s introduction

Ferformance suapshot

O opesations

Our commitments
Customer satisfaction

Reliabiifty 2nd avaliabitity

Erwironment

ii‘

value for money

Future energy
The futire encrgy landscape

A a3y In the B of a future customes

Key contacts

UK

Power
Networks
Delivering your electricity

Enabling the
energy transition

RIIO-EDT BUSINESS PLAN COMMITMENTS REPORT 2017 /18

Welcome to owr RIN-EDT business
plan Commitments Report 200718
Lse the mnients below to navigate the
gocument You can st (o the start of
the repart by dicking an the *home” bution,
at the bathom of the page.

Connections

continued

Developing ‘How to’ video and guides
based on customer feedback

The energy sector is geing through a period of unprecedented
change. Digitisation and automation are creating markets

for existing connedted customers as well as new disruptors
and innovators.

Dur wision 2nd values

ief Everutive's imntrduction
Fedormance smapshot
O cperations

‘DUr comImitmenits

Customer safisfaction

Reiabikty and eikability

Connertions L ustomers overal customer UK Power Networks UK Power Networks Work
salety partisgated in telephony tstaction Application & Design — Medium Delivery — Medium to Large
sosial satisfaction survey e Y e phaay to Large Developments Developments

Walue for maney This video provides an overview of UK This widen provides an overview of the:

PowEr Netwarks applcation and design
process for new connecions, or allerations
I extsting connectons, for medum bo age
development peojects

UK PowEr Netwoiks dewery process for
Mew CONMECHons, o allerations b exsting
connections, for medium 1o laige
devElnpeTEnt projects

The futsre eneny Fandscape
& dary i the life of a ftwe ousomes

Ky cenlacts
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Performance snapshot 2017/18

ur network

Stakoholder Engagemant
and Consamar Vulnerabiliey scom

5.5/10

bined length of overhead and
ound submarne)

SHEFD

49,153.9km
77.487km

Connecti

Time o Gl

The averaga number of working days tken
o providie & connection offor

B =P SHEPD

Sarughe: Z-4 connaction
connection

AFR a0z
EEE
Time 0 Connect

The areraga numibar of working days
Ezian o provide a connecion Tollowing

Finance

Tosal expendiure In 2047/18

£472m

SHEPD

(OO of cur allowarog)

1Tha Unressicad Domesdc Taril Charge i the propoartion of sha alocsricky bill cusome s paid 1o us through their supplion

0L 1B 2OmE
* Bechurting boases

Reliability and Safety

1 200715 W remained Constentw i our appnosch
@ foCus 0 delvor S3e QUIDGIMES §0r DUF Necpie,
customers and the emvironmant. This had posiane
FREUS IN Ay areas and has lod i S5EN delvering
s bowrest Tiotal Recardabla Injury Rt (TRIRT on recond.

O loence — If Fsnot saie, we don'@ da it - was
promobed throughout theyearwith positine results,
ard our Inclustny award winring behawoural
programme {influondng Bohaviours) was
expenenced by mon than 4,600 members of our
wWorkiorTe [employees and Comract partrers)

Innovation

‘Wiz have continued tomake efickent usc af the
abacork Innovation Allewance [HIA)and Metarark
nnovabicn Competon (MIC) avalabla o us N oroer
fooontinua ko bring benefits o cusiomens from our
Innovation porifolic. During Z00TLE we recainad
ety rewands for our Thamas valley Vison
(TVWhpnofect and for cur innovation portiolo

‘il continue: to foous on deploying innowative:
=scutions inour business as s0on as the cee for
our customars and business is doar. Miost recently
" hana nowar Tty cepioyed Light Detection and
Ranging {LIDAR within the business dlowing remoto
gathering of owerhaad line data. This data i now
Baing put 1o 3 FUmber of uses [roviding berefits
#rom sslolyg oparafonal effficlency and inestmant
apimiabon We hove also doployed new “Apps” in
particular, "Power TRk, which now allows customer
o provice geotagged photographs of ro by orks
damage or ceforts, Sfoctinely Crow SoUrcing tault
InforTration to promobe safety 3nd Impove qualy
ol sy

HASYS project

N Feiruany 2018 we launchad our HASYS Phxss
idermitcation Link Froject. Tha purpose of the
project 5o Investigate equIpping our fauk locaton
oz wih hand held davices anda HASYE phasg
ldenancation unit, which can idantity wihich
NousEs hawe el supply IMermunted and can

aszist inkocaing the fault. Bwould be usodxa
complementany iool songsicde o cLrant St
Ending equIpmEnt SLCh 25 our thermal Imaging
cameras, Bidoyng [aulomabc fuse replacemant and
Snfng tood]. Thiswould b paricutany benefickl
wihan tha proparty is vacant or e unplanned supply
Inbernuption ocours orernigitor in unsodal howrs
This £2n azsist In Imgeoving the Scouracy of ek
location maaning faster nepairs and ulbmaicly fashor
rashoration of supply.

Helping vulnerable customers

Owur neetwork covers a vast land mass, approximately one third
of the United Kingdom. From the densely populated Thames
Wallay to the isolated and remote Highlands and Islands

of 3cotland, each region has its own distinct set of social,
economic and emvironmental challenges. With these varying
challerges it is important for us to treat every customer as

an individual but in particular those who may require extra

Priority Service Register (PSR)

700,000

00,000

500,000

400,000 —1—

300000 ——

200,000 ——3

10,000 ——

=04 193,545

Ro. of PSR oustomers

2006/ B 201718

Records Chansed

“1 have worked with many businesses
and organisations in regulated
industries, and it's refreshing to see

S5EN's dedication for helping customers
and their willingness to listen to and act
on feedback given by customers and
stakeholders alike.”

12 Annual Business Plan Commitment Report

support in times of supply interruptions. Engaging with and
considering the needs of all customers but especially those in
avulnersble position, we are committed to collaborating with
ather stakeholders to promote awareness, share best practice
methods and assist owr most vulnerable customers with the
appropriate support they may need

Over Texts to Priority Service Register
customers in advance of adverse weather

referrals from other
organisations with PSR customers

welfare packs issued

Hey content available in 11 languages
on our website and & in print

Supporting Communities

7T community projects funded
with a value of E500,720.37

21 sdditional community and
resilience plans created in 2017718
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Skills review

We now have 33 permanent members
In recent years, on average 13 attend each meeting

We would like to invite a few new members to ensure we continue to refresh
the skills and interests of the group

A matrix was collated to gather intelligence on your topics of interest, skills
and the segment(s) you represent

23 members responded to the request for information

Score each ‘topic of interest’ with the following skill level
— 0 no skills
— 1 some skills
— 2 agood level of skill
— 3 expert in this field

“
WESTERN POWER=

DISTRIBUTION
Serving the Midl. ¢ vuth West and Wales

lands, South West &



Mapped skills look like this.....

Regional outlook/local planning & dev'ment
Electricity transmission

Future energy scenarios

Network Resilience

Innovation

Energy storage

Energy system transition (DSO)

Community Energy

Distributed Generation

Low carbon technologies e.g. Evs

Local Government, Combined Authorities, LEPs
Research, including digital inclusion

Needs of current/future generations
Sustainability

Environment (incl. decarbonisation)
Business planning/regulatory framework
Fuel poverty

Wider utilities sector (e.g. energy/water)
Customer service/consumer rep'

Vulnerable customers

Stakeholder engagement
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In summary.....

Panel Skills Score
Stakeholder engagement 53
Vulnerable customers 52
Customer service/consumer representation 48
Wider utilities sector (e.g. energy/water) 43
Fuel poverty 41

Business planning process/regulatory framework experien{ 35
Environment (incl. decarbonisation) 32
Sustainability 32
Needs of current and future generations 29
Research, including digital inclusion 28
Distributed Generation 27
Local Government and/or Combined Authorities or LEPs 27
Low carbon technologies e.g. electric vehicles 27
Energy system transition (DSO) 26
Community Energy 26
Energy storage 25
Network Resilience 25
Innovation 25
Future energy scenarios 24
Electricity transmission 23
Regional outlook / local planning and development 19

>35 26-34 <25

Using your past experience and
knowledge of the Panel’'s work -
which of the lower scoring skills
do you feel are most important in
this environment?

= Local/regional outlook

= Transmission systems

= Future energy scenarios
* Innovation

= Network Resilience

= Research

= Energy storage

"
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Sector review

Domestic customers

Vulnerable/Hard to reach

Customer service/consumer interest

Fuel Poverty

Business customers

Utilities/Energy industry

Environment

Innovation

Emergency Resilience

Major Energy Users

Community Energy Groups

Health

Parish Council/Local Authority/LEP

Connections

Education/Academics

Distributed Generation

MPs and Government

Network Security

Storage providers

Energy Aggregators

Future customers

Represented by....

10 or more members
Between 4 and 9 members

Less than 4 members

"
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Member and segment review

Lowest scoring sectors (only 1 or 2 members) ’?

— Network security
— MPs and Government ?

— Aggregators/storage providers f?

Total gaps t?
— AONB/forestry $
— Future customers ’?

[ ]

Next steps: Daksha and Nicki to take forward a desktop exercise before
approaching prospective members

Questions: Are there any other sectors you’d like to see represented?
Can you introduce us to anyone in one of the above sectors?
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Actions from the March meeting

Nicki Johnson

Stakeholder Engagement Officer

o
WESTERN POWER="
DISTRIBUTION

Serving the Midlands, South West and Wales



Actions from March 2019

Action Update
WPD to cover the following at the next meeting: report on near misses, interface between v" Done
CEG and CCP, Charging Review (surgery)

WPD to investigate feasibility of gathering international data » Todo
Panel members invited to send comments on WPD’s Your Power Future web portal v Done

DP to convene a review group for the spotlight report » Todo
KM to investigate the opportunities for HS2 ‘community funding’ (update later in SO surgery) v° Done
Review of existing panel members topics of interest and sector to be undertaken by NJ/DP » Ongoing
NJ to arrange a female graduate to talk at the Stoke meeting in September » Todo
KM to investigate adding PSR adverts to hospital and pharmacy screens » Ongoing
SG to share something on the Trent Bason project at a future meeting » Ongoing
RH to undertake a review of WPD Community Energy web pages/flexible services v' Done
WPD to consider feasibility of a digital discussion platform Done
The panel to receive an update on Electric Vehicles in September v' Arranged
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LUNCH

Afternoon sessions 13.00 -14.30
Nicki Johnson - Social Obligations

Alex Wilkes - Connections and Business Customers
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