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WPD Chief Executive, Phil Swift, sets out our
commitment to consumers for RIIO-ED2

The energy sector is currently undergoing an exciting and challenging period
of significant change as the UK works towards achieving a net zero carbon
future. Our Business Plan for RIIO-ED2, which runs from 2023 to 2028, sets
out how we will meet this challenge to continue to deliver high standards of
safety, reliability and customer service while adapting to the changing
environment in which we operate.

We have already faced many challenges, including the COVID-19 pandemic
and the need to do our bit to help revive the economy. We createdo ur 6 |
This Together-Communi ty Mattersdé fund and
£1 million to support over half a million vulnerable customers who have been
worst affected by the pandemic. We have also committed to investing up to
£80 million before the end of this price control period to support the green recovery.

Our plans are hugely ambitious. We expect up to 1.5 million electric vehicle (EV) charging points and
600,000 heat pumps to be connecting to our network between 2023 and 2028. Our domestic customers
will be able to use a simple tool to determine whether they can install EV charging points, making it
simpler for everyone to connect to our network. We will also work with partner organisations to ensure
no-one is left behind in the take-up of low carbon technology and that 113,000 fuel poor customers are
supported to save £60 million on their bills.

We will use flexible services first in preference to investing in the network, to ensure that the capacity is
available to assist local authorities and industry to realise their net zero ambitions.

We will be meeting environmental challenges by reducing our own business carbon emissions to be net
zero by 2028 (excluding network losses) and enhancing network resilience to combat increasing cyber
threats. In our Business Plan, we recognise our responsibility to respond to these challenges and to do
so in a way that is as affordable as possible, in order to keep our portion of the average domestic bill at
or around the current level of £96.

| am extremely proud that our Business Plan is co-created with stakeholders. We have gone further than
ever before in developing a robust stakeholder engagement process which ensures that we understand
and meet their needs and expectations. During the RIIO-ED2 business planning process, we have so far
interacted with over 9,600 stakeholders (5,700 of these were direct, in-person engagements) through a
multitude of events and group sessions and we will continue to broaden this interaction. Each stage has
enabled stakeholders to influence our decision-making processes and shape our Business Plan
proposals. The input and feedback from the independent Customer Engagement Group has provided
robust challenge and scrutiny at every stage of the process.

We are publishing this second draft version of our Business Plan early to give you a further opportunity to
review our proposals and influence our plan.

Thank you for your support,

Phil Swift

WPD Chief Executive



Foreword

Dear Stakeholder,

Achieving a net zero carbon future is sparking an exciting transformation across the energy sector.

Ambition and dynamic delivery will be vital to meetngour cust omersdé calls for

carbon community, at the same time as keeping the lights on and delivering excellent customer service.
So wedr e pr o uskcondarafsofiaumrBesineésh Plan with you and to ask for your views on our
vision for the future of our network.

We will be sending our first submission Business Plan for the price control period 2023 to 2028 to our
regulator Ofgem for their Challenge Group in July 2021. Before we do, we believe it is critical that you,
our stakeholders, have the opportunity to provide feedback to influence our plan. In fact, we think this is
so important that you will be given the chance to see our draft plan twice, as we refine it before the first
submission to Ofgem. We published our first draft business plan on 27™ January 2021 and undertook a
consultation exercise which resulted in feedback from over 2,200 stakeholders (over 700 by direct
engagement with the remainder through surveys). We have used this feedback to refine our plan and to
produce this second draft Business Plan which will also be opened up to consultation with our
stakeholders.

It was clear from our first consultation that our stakeholders place a high of value on being ambitious in
key areas, including the environment, support for community energy organisations and enabling all
stakeholders to make the net zero transition. We have embraced this feedback to shape our second draft
Business Plan which has changed significantly from the first draft.

Chapter 4 @ur Core Commitmentsénow contains:
58 core commitments (streamlined from 67 in the first draft Business Plan)
35 core commitments where we have been more ambitious
4 new core commitments
11 restructured core commitments with clearer, more measurable outcomes

Chapter 5 ®elivering a smart and flexible electricity networkéhas been re-written, to reflect stakeholder
feedback.

We have added three new chaptersi 7, 8 and 9:
Chapter 717 Managing uncertainty
Chapter 8 1 Competition
Chapter 91 Financing our plan

All the other chapters in the Business Plan have had fewer changes but remain an accurate picture of
what our stakeholders told us they want to see delivered. From the very beginning, this draft Business
Plan has been co-created with our stakeholders, following an enhanced and robust approach to
stakeholder engagement. We engage with stakeholders annually through various routes, and in 2019
began to focus specifically on RIIO-ED2, launching our specific Business Plan engagement at face-to
face workshops. Since then, we have involved more than 9,600 stakeholders (5,700 of these were direct,
in-person engagements) at over 70 direct engagement sessions. We are now in a position for our
stakeholders to review and corroborate our second draft Business Plan, as part of our ongoing
engagement.

The most important goal for us is to provide the services our customers need and want. By liaising
closely with stakeholders, we have built a challenging and ambitious Business Plan.

We hope you agree that this second draft of our Business Plan captures all the key priority areas and

makescommi t ment s t hat accurately r ef hndestablishesra neswor fore h o |
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a low carbon future. We are sharing the plan at this early stage to hear from you if we have got it right.
Please tell us if we are still on the right track?

Our plan will evolve throughout 2021, as outlined in the timetable below. Your views on the overall
Business Plan, including our 58 core commitments and what we are planning to do during from 2023 to
2028, are important to us. Although our plan has been revised and improved following the first
consultation, we still believe that there is more we can do to deliver a plan which meets your
requirements i so please take the time to participate in our consultation.

March April June July August September October November  December
Consultation Consultation & c {tation & refi t
e acceptance testing onsultation & refinemen
BP 1 BP 2 BP 3 BP 4
published published First Final
submission to submission to
Ofgem Ofgem
BP 1: 27" January 2021 First draft Business Plan was published, followed by our consultation
exercise.
BP 2: 24" March 2021 Second draft Business Plan published with second round of
consultation.
BP 3: 15t July 2021 First submission to Ofgem for its Challenge Group.
BP 4: 15t December 2021 Final submission to Ofgem.

Your feedback from this consultation will be incorporated into our Business Plan for first submission to
our regulator Ofgem on 1st July 2021.

I would like to take this opportunity to thank you for your support and your feedback, both of which are
extremely important to everyone at WPD, as we plan a network for the future together.

Please see below for details on how to respond to this consultation.

Mark Shaw
RIIO-ED2 Business Plan Manager

How to respond to this consultation

Please take the time to read through our second draft Business Plan and use the
accompanying stakeholder consultation document to give us your views.

Visit: yourpowerfuture.westernpower.co.uk/
https://yourpowerfuture.westernpower.co.uk

Have your say

Email: yourpowerfuture@westernpower.co.uk
WD!WMM?:::;;:

taksholcery - March 2021

Write to us at:
Stakeholder Team
Western Power Distribution
Herald Way

Castle Donington

DE74 2TU
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1. A summary of our plan

Who we are and what we do

1.1. Western Power Distribution (WPD) is a Distribution Network Operator (DNO) and a Distribution
System Operator (DSO), responsible for distributing electricity to 7.9 million customers. We
look after a network of wires, poles, pylons, cables and substations, distributing electricity to
homes and businesses across the West Midlands, East Midlands, the South West and South

Wales.
Lincoin
Nottingham
Stoke-on-Trent Boston
A\ Shrewsbury Birmingham
Gloucester
Figure 1.1 Geographical area map
1.2. The distribution network sits between National Grid transmission network and our customers.

The drive towards a low carbon economy has led to increasing levels of generation directly
connected to our distribution network along with new forms of electricity demand, including
electric vehicles, heat pumps and battery storage.

Large power stations Western Power Distribution “

—b—bﬂ—bﬂ—bﬂ—bﬂ—bﬂ—bﬂ—bﬁ

’E‘O‘E‘O ®®

Centrally generated power Transmitted Grid Large Primary Distribution Electricity 7.9 million customers

around the Supply substation substation substation meter (domestic & businesses 230V)
country at Point 132kV 33kV 11kV
275kV or

t t t

Low carbon generation and storage

Figure 1.2 Electricity network system

8
WPD Business Plan 2023 i 2028 Second draft i March 2021




1.3.

1.4.

Our main responsibilities to our customers are illustrated below:

Keep the Maintain Fix the Connect Operate a
lights on equipment network customers smart system
by operating our network so that the network if equipment gets by upgrading existing by managing two-way

assets effectively remains reliable damaged or is faulty networks or building new  power flows and flexibility
ones services

Figure 1.3 Main responsibilities to our customers

The energy system is undergoing a huge transition because of the changes to electricity
generation and use, including the growth of distributed generation and the increasing popularity
of electric vehicles and heat pumps. These changes and the associated increases in demand
have required us to develop new processes and systems, including adopting flexible solutions to
manage different power flows on the network. To continue to operate a smarter, more efficient
energy system, we are carrying out the functions of a Distribution System Operator.

A summary of our RIIO-ED1 key performance areas

1.5.

1.6.

1.7.

9

8.98 out of 10 8 years

overall customer highest rat.ed
satisfaction in company in

40% 20%

reduction in power reduction in

cuts and business carbon
0 footprint in RIIO-
90% ED1

RIIO-ED1 Ofgem’s

Stakeholder and
Consumer
Vulnerability
incentive

reduction in power
cut duration

Figure 1.4 Summary of our RIIO-ED1 performance areas

We operate an efficient business model, with a flat organisational structure that enables us to
deliver excellent performance levels for our customers at a low cost. We are on track to meet or
exceed the commitments that we made to customers for RIIO-ED1.

We pride ourselves on delivering excellent customer service and are the top-performing DNO
for overall customer satisfaction with an average score of 8.98 out of 10. We continue to deliver
fast telephone response times of 1.91 seconds in 2019/20, along with quick complaint resolution
and effective mechanisms for communication with our customers. The number of customers
signed up to our Priority Services Register (PSR) has increased from 1.3 million in 2016 to 1.9
million in 2020.

We have a vital part to play in supporting our vulnerable customers and, during RIIO-ED1, we
have worked with partner organisations, to enable 70,000 customers to save over £27 million on
their bills. We have consistently been the
Engagement and Consumer Vulnerability (SECV) incentive. Thanks to a range of successful

WPD Business Plan 2023 i 2028 Second draft i March 2021
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1.8.

1.9.

initiatives we are in a strong position to ensure that vulnerable customers are not left behind in a
smart future.

We are committed to keeping the power on and restoring it quickly when it goes off. We
continue to improve our performance by reducing fault response times, for instance, by using
technology to produce 3D imagery of tree proximity to overhead lines and undertaking post-fault
helicopter inspections of our circuits.

We have achieved a 20% reduction in our business carbon footprint during RIIO-ED1,
significantly exceeding our original target of 5%. We also intend to replace 643 diesel vehicles
with electric vehicles by 2023 which will lead to further reductions.

We have seen significant changes in the way electricity is generated and consumed, largely as
a result of the growth in electric vehicles and the use of heat pumps for domestic heating. We
were the first DNO to publish a Distribution System Operator plan as well as a Distribution
Future Energy Scenarios document. We are also the first to commit to a six monthly
procurement cycle for flexibility services. To date, the Flexible Power brand has been utilised to
contract flexibility services totalling 440MW, the highest level in the industry. The use of
flexibility defers the need to undertake conventional reinforcement on our network and as a
result delays the need to invest.

In Chapter 21 & e deliver on our commitments we provide full details of what we are
delivering in RIIO-EDL1.

What is RIIO-ED2?

1.12.

1.13.

1.15.

The Office of Gas and Electricity Markets (Ofgem) regulates how much revenue we can earn
and what we must deliver under the RIIO-ED2 model. RIIO-ED2 stands for Revenues =
Incentives + Innovation + Outputs in Electricity Distribution. It is the second price control under
this model.

The RIIO framework:

Incentivises companies to deliver leading performance in areas of customer service,
network performance, environment and connections

Requires innovation to run networks more efficiently and meet the needs of the customers
Requires companies to deliver a set of outputs

This Business Plan outlines the network investment we propose to deliver for the period from
April 2023 to March 2028, how much it will cost and the benefits to customers and stakeholders.

The commitments fall into three output categories, which are:
Meeting the needs of our consumers and network users

Maintaining a safe and resilient network
Delivering an environmentally sustainable network



Our Business Plan is co-created with stakeholders

1.16.

It is essential that we provide the services that our customers require. We have listened to
stakeholder feedback and incorporated challenging and ambitious commitments into our
Business Plan that exceed our targets for RIIO-ED1. These commitments are based on
priorities identified by our stakeholders during our extensive engagement programme.

We have followed an enhanced and expanded approach to stakeholder engagement in order to
co-create the Business Plan. Beginning with a blank sheet of paper, the process involved not
only a greater number of engagement activities but also increased opportunities for
stakeholders to review and collaborate on the draft plans. We have engaged with over 9,600
stakeholders (5,700 of these were direct, in-person engagements) so far - more than ever
before - through strategic stakeholder workshops, topic-specific workshops and 6 s um igees 6
local authorities. Customers have shaped the outcomes themselves, leading to the identification
of 58 core commitments which can be used to measure our performance throughout RIIO-ED2.

Throughout the engagement process, we have held regular meetings with the Customer
Engagement Group (CEG). The broad range of expertise of the CEG members has proved an
excellent source to challenge us throughout the production of the Business Plan. The CEG was
instrumental in the design of our engagement plan, encouraging us to continue to be ambitious
and industry-leading in our approach.

Principles of our RIIO-ED2 Business Plan

1.19.

Our RIIO-ED2 Business Plan has been built on key principles. These require that it is:

Co-created with our stakeholders and supported by them.
Our Plani drepared with our stakeholders for delivery by usé
Alignedwi t h Vperipbdesand values.

Affordable for all of our customers.

Sustainable and enabling net zero before 2050.

f
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A summary of what we will deliver during RIIO-ED2

1.20.  Our RIIO-ED2 Business Plan will ensure that we continue to provide excellent levels of network
performance and industry-leading customer service, maintaining efficient costs while ensuring

that the network is equipped t o

carbon initiative.

9 out of 10

on average for
customer
satisfaction

Lowest ever
power cut
levels

improve the current
average customer
experience of one
power cut lasting 24
minutes, every two
years

Ready for up to
1.5 million
electric vehicles

- affordable low carbon
technology
connections when
required by our
customers

Figure 1.5 RIIO-ED2 key core commitments
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support

1.2 million

customers in
vulnerable
situations offered a
smart advice plan
every two years

70 schemes

benefitting 8,260
Worst Served
Customers

Net Zero by
2028

for WPD’s own
business carbon
footprint, and ready to
enable local authorities
to achieve net zero by
as early as 2030
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113,000

fuel poor
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School
children safer
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by undergrounding,
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crossing school play
areas

Community
Energy
Surgeries
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What are we delivering in RIIO-ED2

1.21.  We propose to invest around £6 billion in the network across the period 2023-2028 to deliver
our commitments and provide the level of service our customers want. This is an increase in
overall expenditure of around £835 million from current levels. This will deliver significant
benefits to customers and move us towards net zero. At the same time, customer bills are set to
remain broadly the same as present day levels.

1.22.  The chart below compares our average annual spend in RIIO-ED1 to our current forecast for
RIIO-ED2. Our total annual spend is forecast to increase, driven primarily by an increase in
reinforcement of the network 1 which is absolutely essential to facilitate the move to net zero
carbon emissions.

Average annual expenditure (RIIO-ED1 vs RIIO-ED2)

RIIO-EDA1
Average
Average

Expenditure per annum

0 250 500 750 1,000 1,250
£m
Key
. Reinforcement of the Network . Non Load Metwork Investment . Network Operating Costs . Engineering Management
Corporate Activities . Workforce Resilience . ‘Vehicles, IT, Property and Engineering Equipment Other

Figure 1.6 Average annual expenditure RIIO-ED1 vs RIIO-ED2

1.23.  Our portion of the bill typically makesup around 17% of an average domes:!
electricity bill, charged by suppliers. We expect this to remain broadly at the same level in RIIO-
ED2.

1.24.  Customers do not pay their bills directly to WPD but to their chosen electricity supplier. Ofgem
regul ates WPDO6s all owances t lEmablioggutofutdeur pri ce contr
operations and also undertake required additional investment.

1.25.  The impact on customer bills is driven by a number of factors including the overall expenditure
we are proposing, the efficiency measures we implement, and the allowed finance package and
inflation rates. Any impact on expenditure and customer bills will be explained in future
publicatonsof WP D&6s Business Pl an.

1.26.  Our current calculations estimate that the impact of the increased expenditure above, based on
ourviewof Of gemdés f i nan clédresulaircak apgreximateviil 95 increase to the
average domestic bill. However, we predict that this will be offset by our efficiencies, changes to
the financing parameters and other aspects of the RIIO-ED2 framework. At present, these
changes mean that we intend to keep bills broadly flat across the five year period 2023-2028,
with no anticipated increase.

1.27. If expenditure levels did not increase as proposed, and remained att o d alewdisg£1.05bn per
year), bills could be reduced, based on the financing assumptions we expect for RIIO-ED2.
However, we are proposing to spend more money per year than in RIIO-ED1 to deliver the
commitments outlined in this document, as well as to deliver against key government policy
including the transition to a net zero carbon future.

13
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Creating a sustainable future

1.28.

1.29.

Our RIIO-ED2 Business Plan recognises that we will play a critical role in supporting the UK to
move to a low carbon future. Network investment requirements are informed by our Distribution
Future Energy Scenarios which provide a forecast of future electricity, based upon national
scenarios and regional low carbon plans. We will need to spend more on providing the network
capacity required, but are incorporating the use of lower cost alternatives, including using
flexibility services instead of conventional reinforcement.

Our plans take into account the need to work closely with other electricity distribution and
transmission companies as well as other utilities and stakeholders. This whole system
collaboration is essential to identify solutions that enable us to make informed investment
decisions, tackle the limitations of the network and ensure that data from the network is
available to those who need it.
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2.

We deliver on our commitments

Summary

2.1,

2.2

2.3.

2.4.

2.5.

2.6.

16

It really matters to us that we build on our successes during RIIO-ED1 to deliver even more for

our customers in RIIO-ED2. By delivering on our current commitments, we continue to

demonstrate to stakeholders our determination to achieve our future goals. We have learnt from

our achievements and, as we approach RIIO-ED2 and the challenges of a rapidly-changing

energy landscape, we are more ambitoust han ever to exceed our cust ome
to deliver on our latest commitments.

WPD has an enviable record of delivering on its commitments. For RIIO-ED1, we were the only
Distribution Network Operator to be fast-tracked by the regulator. This means that our Business
Plan covering all four licence areas was judged by Ofgem to be of a sufficiently high standard
and well justified to be accepted in full. Ofgem recognised WPD as the leading company for
customer service and for our ability to reduce costs and operate efficiently. Throughout RIIO-
ED1, we have continued to focus on fulfilling our commitments and are on track to deliver and,
in some cases, exceed what we promised.

We have a strong belief that utilising in-house regional resources is key to cost effective and
efficient delivery which is why we use local teams to serve each local area. Our staff are part of
these communities. Therefore, they know the area, network and many of our customers,
enabling us to provide efficient, high quality customer service.

This section explains not only why we are ahead of the majority of our targets for RIIO-ED1 but
how we will go even further before the end of this period. In RIIO-ED1, WPD is the top DNO for
customer satisfaction with an average score of 8.98 out of 10. We have also achieved many
other successes, including significantly improving our network reliability and reducing our
business carbon footprint.

We have gone beyond commitments we made at the start of the price control period. We were
the first DNO to set up a Distribution System Operator operation which has helped to accelerate
the move to local generation and flexible services. We have also supported local community
projects through our £1m 8n This Together - Community Matterséfund during the Covid
pandemic and committed up to £80 million to the green recovery.

We have achieved these outcomes by utilising the allowances we received in RIIO-ED1,
ensuring that customers receive service improvements and value for money.

WPD Business Plan 2023 i 2028 Second draft i March 2021



Our performance in RIIO-ED1

2.7. We have a strong track record of delivering excellent levels of performance for customers and
are confident we can build on the successes of RIIO-ED1 to deliver our RIIO-ED2 plan.

2.8. The customer service experience and the safety of our customers, contractors and staff are our
top priorities. We are on track to deliver or exceed our original RIIO-ED1 targets and, as we
continue to respond to the changing needs and expectations of our customers, our focus will be

on outperforming these targets.

RIIO-ED1 Output Performance

Reliabilty

V' Complying with health and safety law
V' Reducing accidents
/' Enhancing substation security

\/ Educating the public

V Improving network performance
V Meeting our Guaranteed Standards of Performance
V Reducing the number of Worst Served Customers

V Making our network more resilient

Making it possible for more people to use low
carbon technologies

Reducing network losses
Reducing the carbon footprint of the business

< << <

Reducing the environmental risk of leaks from
equipment

Improving the appearance in National Parks and
Areas of Outstanding Natural Beauty

<

Environment

Connections

V Providing a faster and more efficient connections
service

V Improving communications with customers
V Enhancing engagement with major customers

\/ Meeting our Guaranteed Standards of Performance

\ Further developing a competitive market

/' Improving customer service

\/ Improving our telephone response times
/' Enhancing our communication with customers

V' Involving stakeholders

V' Reducing complaints

Promoting Guaranteed Standards of Performance
awareness

Figure 2.1 RIIO-ED1 Output Performance
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Social Obligations

Improving understanding of wulnerability
Improving the data held on the Priority Services
Register

Improving the services provided for customers in
wulnerable situations

Reducing fuel poverty by supporting customers to
access help

< < < <




Proven delivery of excellent customer service

2.9. We understand how important excellent BMCS - average RIO-ED1 weighted score
customer service is for our 7.9 million by DNO group
customers and are determined to be 9.20

industry-leading in this area.
9.00
2.10.  We have consistently been the top
performer with a five year average result
for customer satisfaction of 8.98 out of 10
during RIIO-ED1.

8.80

8.60

2.11.  Customers are at the heart of everything

we do. Our staff and contractors are 8.20
customers too, so we ask them do treat
customers as you want to be treated6 8.00

WPD DNO 1 DNO 2 DNO 3 DNO 4 DNO 5

which we call the golden rule.

Figure 2.2 Broad Measure of Customer Satisfaction

An extermal ow
perforréaélce.

2.12. We also aim to @et things right first timed
meaning that whoever is dealing with the customer
takes responsibility for resolving that query to that
customer 6 s s are¢cogeide thatttis on .
extremely frustrating for a customer to be passed
around an organisation or, worse still, to be unable to
speak to someone about their enquiry.

2.13. We believe in talking to our customers. We
have regionally based, in-house contact centres,
where we answer calls within an average of two
seconds. We ensure excellent customer service by
regularly engaging with customers through a range of
channels, including annual stakeholder workshops.
Engagement helps us to understand and refine our
approach in line with customer need.

Gold - Best Gold - Best
Customer Customer Contact
Service Team Strategy in a Crisis

2.14. We won four awards at the December 2020
International Engage Awards for our outstanding
customer service, fighting off stiff competition from the
likes of Microsoft, Sa i n s h@ocayCbla, DPD,
Ir(lsnool\c:a-ti%isit . Uizogf?rr-a?neiitg British Gas and Royal Bank of Scotland. We picked up
Customer three gold awards and one bronze and even received
Engagement a special mention from Steve Hurst, Chair of the

Steve Hurst, Chair of the International International Engage Awards judging panel.

Engage Awards judges said: i Our wi
came from a variety of industries, but we
must give a special mention to our triple
winner Western Power Distribution, who
were named WwWinners i
Service Teambdb, O6Best
Strategy in a Crisisd@
Il nnovation i n Cus fTtosmg
is a real testament to the team to

achieve so much in such uncertain

ti mes. o

2.15. We recognise that we are not perfect and things
go wrong. When this happens, we will resolve
complaints quickly and use this as an opportunity to
show our customers the excellent customer service
we pravide. This approach has enabled us to resolve
89% of compiaints in one day in 201.9/20. Ultimately,
we aspire to turn every compiaint into a dhank youd

Figure 2.3 International Engage Awards 2020
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Proven delivery of an industry-leading social obligations strategy

2.16.  We have invested £9.5 million since 2015 to support our vulnerable and fuel poor customers.
We have also expanded our activities, tailoring our approach to what our customers tell us they
want from our engagement programme.

2.17.  We are committed to helping customers in vulnerable circumstances which is why we have
taken significant steps to improve our understanding of customer vulnerability during RIIO-ED1.

2.18. In February 2021, we won the award for Customer Vulnerability at the Utility Week Awards. The
award demonstrates our commitment and our ongoing success in this area.

WP D Gsecial obligation success

8 years

highestrated
company in

4.3 million

proactive contacts

£27 million

bill savings for
70,000 fuel poor

1.9 million

customers on our
Priority Services

to update Priority

Services Register

records in the last
five years

Ofgem’s customers Register

Stakeholderand
Consumer
Vulnerability
incentive

supported by WPD
in the last five
years

Figure 24WPD&s soci al ucaedss! i

Improvements to network performance

2.19.  Our customers deserve a reliable electricity supply. A growing reliance on electronic equipment,
the move to electric vehicles and heat pumps, and an increase in home working makes this
supply more critical than ever. Our customers tell us that network performance is a high priority
andthati t makes a real di f.Wehaseapmeven tack peeodd pflingplddng | i v e s
network reliability and have made further progress during RIIO-ED1.

Reliability performance success

40%

reduction in
customers affected
by power cuts

Over 85%

of customer
supplies restored
within an hour for

50%

reduction in
average duration of
power cuts

97%

reduction in faults
lasting greater than
12 hours

high voltage faults

Figure 2.5 Highlights of our reliability performance during RIIO-ED1
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Proven safety record

2.20.  We regard the safety of our staff, contractors and the general public our highest priority. We
strive to achieve the very highest safety standards and to nurture a strong safety culture.

Our safety performance RIIO-ED1

376,686 Over 3.7

school million
children
taught about

Safety

worked closely
with the Health
and Safety

customers issued
with safety
literature and
information

safety via
15,840
sessions

Executive, to
deliver safety
initiatives

Figure 2.6 Highlights of our safety performance during RIIO-ED1

Proven reduction of our environmental impact

Reducing our business carbon footprint

Safety
Climate
Survey

successful
engagement with

our staff

2.21.  We fully embrace the part we can play to reduce the impact on the environment. During RIIO-
ED1, we have focused on reducing our business carbon footprint which is a measurement of the
impact on the environment from our work activities. We now regard this as an even higher

priority going forwards.

Reducing our environmental impact

18%

reduction in
tonnage sent to
landfill

20% 45km

reduction in of fluid filled

business carbon cables
footprint removed

Figure 2.7 Areas where we have reduced our environmental impact
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29km

removal of
overhead lines in

Areas of

Outstanding
Natural Beauty



Enabling increased volumes of low carbon technology connections

2.22.  Over the course of RIIO-ED1, we have seen huge changes in the way that electricity is
generated and consumed. As a result, the scope of our activities has developed beyond the
commitments that we made in our RIIO-ED1 Business Plan.

2.23.  We have undertaken work in RIIO-ED1 which supports our aim to achieve a decarbonised
network for our customers in the future. By starting the work ahead of RIIO-ED2, we have
already made improvements to our network which will support the achievement of net carbon
emissions in the UK by 2050.

Establishing a Distribution System Operator (DSO) capability

2.24.  The significant changes in the way electricity is generated and consumed, are largely as a result
of the growth of distributed generation, electric vehicles, heat pumps and development of other
emerging technologies.

2.25.  We were the first DNO to react to these changes, developing our Distribution System Operator
capability. These enable us to operate the network more flexibly, balance sources of supply and
demand in real time and avoid the need for costly network reinforcement, where possible, by
local management of generation output, load and power flows. We also created a DSO and
Future Networks team, which operates separately from our existing operational teams.

2.26.  InJune 2019, we were the first DNO to publish a fully costed DSO transition plan. This outlined
our strategy, implementation plans, costs and timescales for undertaking wider DSO activities.
This plan is updated every six months.

1 Net Zero
in the UK to Communities

publish a fully Strategy
costed DSO

440MW £26.4

flexibility services million

P roculrae:nill?ce fta deferred or

avoided
reinforcement

transition plan community energy
strategy and action
plan launched in
April 2020

highest amongst
UK DNOs

Figure 2.8 Highlights of our DSO activities impact.

Highlights of our DSO activities

Producing Distribution Future Energy Scenarios (DFES)

2.27. In 2015, we were the leading DNO to publish a Distribution Future Energy Scenarios document,
forecasting the volumes and regional distribution of low carbon technology uptake in our region.
This uses stakeholder-informed dottom updanalysis to align with national dop downdindustry-
developed future energy scenarios. DFES are key to our continual assessment of the
distribution network, helping us to highlight potential network constraints before they arise.

2.28. To enhance the quality of our DFES process further, our Distribution Managers work proactively
with the local authorities in their areas to understand the authoriti e strétegic ambitions and
delivery plans, allowingthesetob e f act or e dBest Viawmf th& RitDré snergy
requirements.
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https://www.westernpower.co.uk/smarter-networks/network-strategy/dso-strategy

Procuring flexible services

2.29.  We implemented the first dynamic purchasing system for the procurement of demand side
flexibility services. This system enables us to maintain a register of potential flexibility providers
and directly engage with them when procuring demand side flexibility services, while remaining
compliant with EU procurement law.

2.30.  We were the first DNO to commit to a six monthly procurement cycle for flexibility services
through our customer-facing flexibility service, knownas 6 F| e x i b .IWe hidRoake r
implemented weekly processes for identifying short term flexibility need and use an electronic,
automated dispatch platform. Our work in this area again makes us an industry leader.

Making our network data available to our stakeholders.

2.31.  We recognise that digitalisation of the energy system is key to building a smart and efficient
energy system and underpins our RIIO-ED2 strategy.

2.32. Digitalisation is the process of using digital technologies to make fundamental changes to the
way the network is operated. Over the course of RIIO-ED1, we have gradually increased the
level of digital technologies on the network i from automation to monitoring equipment.

2.33. Key activities undertaken during RIIO-ED1 to support digitalisation in RIIO-ED2 include:
Supporting the green recovery and net zero

234, The 2618 sommitmentto reduce greenhouse gas emissions by at least 100% by 2050
(compared to 1990 levels) presented new challenges for us. We must ensure that the
development of our network supports the achievementofthegover nment 6s net

Key activities supporting Digitalisation

Publishing a Digitalisation Commitmentin December 2019
Making data available via our Energy Data Hub on the WPD website

Using a wide range of external data from developers, government and local authorities
to produce future energy scenarios

Investigating the potential to automatically detect homes with solar panels or electric
cars using shared data from ElectraLink, the central body responsible for sending
energy data around the whole industry

Allowing communities and energy service providers to access consumption data
securely from their local distribution substation as part of our Open LV innovation
project

\/ Launching the Carbon Portal to provide accurate real-time historic and future CO2
content for the actual el ectricity being

< <<K<

<

Figure 2.9 Key activities supporting digitalisation during RIIO-ED1

2.35.  To date, we have connected almost 10GW of distributed energy resources (including distributed
generators and storage) to the network. We have re-engineered our network, which was
designed to supply 14GW of maximum demand, to accommodate up to 20GW of distributed
energy resources.

2.36. We have committed to spend up to £80 million in the last three years of RIIO-ED1 to support the
green recovery. We will invest into our EHV network our high voltage network to boost network
capacity, allowing low carbon technologies to connect to our system and accelerate the green
recovery.
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Electric vehicles (EVs) and heat pumps

2.37.

2.38.

2.39.

We recognise that the growing popularity of
EVs and heat pumps has the potential to
significantly alter daily load profiles and
increase the amount of power used.

During RIIO-ED1, we were the first DNO to
introduce an EV strategy. This describes our
plans to support the development of an EV
charging infrastructure, enabling EV drivers to
charge their vehicles at a time and place to
suit them. Our strategy was developed using
learning gained from RIIO-ED1 innovation
projects and designed to enable DNOs to
identify the parts of their networks likely to be
affected by plug-in vehicle uptake and
domestic charging.

We have also published a Heat Pump

Strategy outlining our plans to support the
expected rise in heat pump installations as
part of the

Innovation in RIIO-ED1

2.40.
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Case study - Sharing the results
of the industry leading Electric
Nation Smart Charging trial

In July 2019, we held an event to share the
results of our Electric Nation Smart
Charging trial. We shared detailed data
gathered from the trial and the conclusions
reached, including the following:

- Customers can be flexible in the fime of
day they choose to charge their
vehicles but, withoutincentives, the
demand for evening charging requires
management
Remotely managing customer charging
is technically feasible, aswell as being
accepiable to paricipants
‘Time of use’ incentives appear to be
effective atmoving demand away from
the evening peak

Figure 2.10 Our Electric Nation case study

We recognise the importance of innovation to enhance the efficiency of our business and drive
cost savings for our customers. During RIIO-ED1, we undertook a wide range of innovation
projects but recognise that the key to success is translating any learning into business as usual
efficiencies. We have also developed a culture where can not only staff see the benefits of
making changes to improve our performance but are empowered to get on with it. Examples of
where we have harnessed innovation to boost efficiency can be found below.



AR -Automatic CROWN refunds.

Company-wide automated work flow

LV Connectivity Model

Tree Species Identification

Replacement GIS System

Introduced GIS data to the helicopter camera system.

Use of LIDAR data for engineering.

Continual development of ANM. ANM was rolled out in 2014,
but full scale business roll out required significant further
development, including working with the ANM suppliers to
develop their systems to work more efficiently.

WPD Field Team Work Instructions issued electronically

Network changes sent to Mapping Centre electronically
direct from site by Jointers

Introduction of 'What's App' & 'What Three Words' in Contact
centre

Automation of the production of health indices

Targeting support with social indicator data.

IRIS - The new incident reporting information system (IRIS)
was implemented in 2020. This replaces the old NAFIRS
system but with the capability to track the impact of network
incidents down to individual customers.

App developed for Comms engineers for fault reports.

Figure 2.11 Innovation activities undertaken during RIIO-ED1.

The CROWN refund project has been implemented,
automating cheque refunds in CROWN to improve efficiency,
adding a dropdown box with predetermined narrative, routing

to the appropriate authoriser online and adding an interface
between CROWN and E5 and vice versa, updating CROWN
with confirmation of cheque processing. Saving duplication of
data entry and substantial time creating the manual payment
request in e5.

Automate as many tasks to reduce man hours, delays and
mistakes

Creation of an LV connectivity model in Electric Office enables:

Users to simulate electrical traces on the network, Simulation
of feeder changes, Association of customers to feeders and
load analysis, Supply of circuit based data to other products -
e.g. LVConnect, Essential for transition to DSO.

Using LIDAR and stills imagery to identify tree species. Trial
being rolled out in ED1 with quick implementation if proved
successful.

Productivity, Interoperability between systems, Asset Tracking,
System alignment/interfacing, Reporting, Network connectivity
- creation of LV Connectivity model, Future proof GIS system.

Camera using inertial navigation system recognises the asset
it is looking at and displays this on the screens within the
aircraft.

LiDAR system tested for accuracy on 132kV line
refurbishment. Saved the company approximately £20K.

Allows more customer connections without reinforcement.

Paperless approach. Immediate access to job
information. Reduced travelling to office to collect which
reduces carbon footprint and increases efficiencies.

Immediate update, paperless, reduced Admin process.

These applications give greater flexibility and clarity to passing
on emergency information for call takers, Control and field
staff. Particularly useful for network damage, and fault
incidents.

The production of health indices requires processing of data
about 1.7 million discrete assets and 7700 km of linear assets,
through around 100 CBRM models that carry out the
calculations to implement CNAIM. The data extraction,
combination of data from different systems and running of
models was previously manual and would take around a
month to complete. All the processes have been automated
which allows the health indices to be refreshed every month
allowing operational teams to have more up to date
information for the selection of assets to replace or
refurbish. It also speeds up the end of year processes for
population of regulatory returns, providing more opportunity for
checking and review.

Social indicator mapping tool. Comprises 67 datasets which
are used by WPD and our referral partners to better identify
potentially vulnerable or fuel poor households and therefore
better target support and outreach services. Open sourced for
anyone to use and drive further innovation and partnerships,
with ability to filter data by 28 different criteria, from traditional
areas of DNO concernincludingi PSR el i gi bi | i
househol dso.

Our external auditors said this was the first reporting system
they had seen in the UK that was able to report down to this
level of detail.

Allows communications engineers to update fault reports from
site rather than having to return to offices to complete
paperwork. Also allows monthly KPIs to be produced online
rather than having to use paper methods.



Supporting community energy

2.41. Community energy groups are expected to play an important part in achieving net zero, by
enabling future networks to be smarter and more flexible.

2.42.  As part of our commitment to this during RIIO-ED1, we have:

Key activities supporting Community Energy

+ Undertaken arange ofinnovation projects focused an community energy projects from
early stage Demand Side Response trials to large scale demonstration projects such
as Open LY, providing distribution substation data in realtime to enable communities
to understand their energy use and increase their flexibility

v Developed new sources of online information for community energy customers
covering a range of topics from connections to flexibility markets

v  Facilitated shared learning between community groups, including site visits

v Provided opportunities for stakeholders to discuss innovation project ideas and seek
feedback

Figure 2.12 Key activities supporting community energy during RIIO-ED1
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Our expenditure in RIIO-ED1

Total expenditure (Totex)

2.43.  Our total expenditure includes capital investment in the network (e.g. building new network or
replacing old assets) and operating costs for areas including maintenance, fault repairs and
training.

2.44.  We invest the money we receive from our customers effectively and efficiently to make our
network more reliable and to ensure the capacity to meet future connection requirements.

2.45. In the first two years of RIIO-ED1, we spent more than our allowances to get ahead in our work
programmes and deliver benefits for customers. Expenditure has progressively been brought in
line and at the close of 2019/20, our expenditure was 2% below our Totex allowances for RIIO-
ED1 to date as shown in the table below. While the COVID-19 pandemic and the restrictions it
imposed on our work will impact on what we are able to deliver in 2020/21, we expect that the
majority of this work will still be completed by the end of RIIO-ED1, particularly as we seek to
deliver increasing levels of reinforcement to aid the green recovery.

2015/16  2016/17 2017/18 2018/19 2019/20 2020/21 @ 2021/22 2022/23 RIIO-ED1

Actual Actual Actual Actual Forecast Forecast Forecast Forecast Total
Totex £m 1,120 1,169 1,007 935 962 978 1,095 1,099 8,366
Allowance £m 1,094 1,090 1,029 1,055 1,039 1,031 1,052 1,058 8,447
Variance £m 26 79 -21 -119 =77 -53 43 42 -81
Cumulative 26 105 84 -36 113 G 123 81
variance £m
Cumulatve 2% 5% 3% 1% 2% 3% 2% 1%
variance %

Figure 2.13 Our Totex performance during RIIO-ED1

2.46.  We continued to ensure we deliver on the commitments in our RIIO-ED1 investment plan, as
well as making service enhancements above and beyond our original commitments. The costs
of these service enhancements have been offset by efficiencies throughout the period, which
means we remain on track to deliver within our RIIO-ED1 allowances by the end of the price
control period.

Proven efficient cost of delivery

2.47.  Asthe only fast tracked DNO in RIIO-ED1, we have a proven reputation for efficient delivery.
From the outset of RIIO-ED1, we have focused on delivering the Business Plan outputs agreed
with our stakeholders in the most efficient way possible.

2.48.  Our approach demonstrates our commitment to providing a value for money service without
compromising the high standards which our customers have come to expect. We believe
efficiency is about much more than the cost of delivery and will continue to emphasise the
importance of customer benefits in our decision-making processes.

2.49.  We continue to embed efficiency improvements introduced at the start of RIIO-ED1 and to see
the impact of these in the second part of the current price control period.
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Customer bills in RIIO-ED1

2.51.  Our aim is always to deliver an excellent and affordable service to our customers. In RIIO-ED1,
we will not only deliver our outputs and continue to invest in the network to improve our services
but will go beyond these commitments. Our efficient approach to operating the business has
enabled ustodo alot morethanweplanned, whi l e keeping customersdé bi
throughout RIIO-ED1. Overall, our average domestic customers pay £96 a year for our service.
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Chapter 3

Giving customers a stronger voice
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3.

Giving customers a stronger voice

Summary

3.1.

3.2.

3.3.

3.4.

In this chapter, we outline how we have undergone the most comprehensive and inclusive

stakeholder engagement programme ever to arrive at the proposed commitments we will deliver

for stakeholders in RIIO-ED2. More than 9,600 stakeholders have already had their say (over

5,700 via direct, in-person engagement) as part of a rigorous engagement process that will

continue throughout 2021 rightup t o t he submi ssion of WPD&s final
2021. Insights from over 50,000 wider stakeholders and customer surveys have also strongly

informed our approach and proposed commitments for RIIO-ED2. Our stakeholder engagement

has included our broadest ever range of stakeholders, including perspectives from bill-paying

customers and future customers.

We have followed an ambitious process to co-create and negotiate our Business Plan with
stakeholders, to ensure that it meets the different, wide ranging needs and expectations of the
customers and communities we serve. We have sought to collaborate with stakeholders at
every stage to develop the specific commitments and targets we must deliver and to ensure our
plans address stakeholder priorities.

As part of our engagement approach, we host annual workshops to set our strategy and
priorities, as well as conducting research, surveys, conferences and bilateral meetings. This
enables us to identify new and emerging priorities, reflecting shifts in wider society and
stakeholder expectations.

Every core commitment in this draft Business Plan is in response to an area of focus identified
as a priority by stakeholders. Our ongoing consultation will determine whether they consider
these first proposals to adequately address their priorities. Where this is the case, we will
collaborate with stakeholders to set the precise scale of ambition and delivery targets for each
commitment. Where our proposals fall short, we are asking stakeholders to suggest additional
or alternative commitments.

The environment we expect to operate in

3.5.

3.6.

29

This is an exciting time for the futusotaof energy
ambitious programme of work to drive key changes, including the decarbonisation of transport,

the widespread adoption of energy flexibility services and support for the ambitious, bespoke

energy plans in the local communities we serve.

As a result of our longstanding approach to stakeholder engagement, we have built a strong

understanding of the needs of our stakeholders. In addition, there are key environmental and

regulatory obligations and government policy decisions that we must deliver. For example, WPD

has a fundamental responsibility to help to drivethegover nment 6 s target for net
emissions by 2050.
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3.7. When we began the process of planning for RIIO-ED2, there were key focus areas we expected
to see in our Business Plan. These included the shift to build and operate a smarter, more
flexible energy network and the need to facilitate the connection of increasing volumes of
electric vehicles and other low carbon technologies. Our decades of expertise running the
electricity network allows us to use our considerable knowledge to anticipate some of the needs
of our customers. However, we are careful never to assume what our customers expect from
us, which is why we place such a high importance on engaging regularly with our stakeholders.

3.8. In a number of areas, stakeholders may want us to build on our track record of delivery and
achieve incremental improvement, but in others they may want to propose entirely new ways of
operating. That is why it is vital that we ask open, non-leading questions to understand
stakeholder requirements. Customers pay for everything we do, so they have a right to influence
every aspect of our delivery.

3.9. In 2019, before starting our RIIO-ED2 engagement programme, we asked stakeholders to start
witha &ébl ank phpet 60t o -laval butcomesthey waerted WiPQ to achieve for
customers in our next Business Plan. We sought to provide only essential context and
information on our current baseline performance.

3.10.  Since then we have built our Business Plan in stages i collaborating with stakeholders
throughout, i ncre ptTheaeBic tostart frone abblank sheet of paper was
an intentional strategy to:

1 Update our understanding of stakeholder priorities

1 Identify significant changes in expectations
1 Invite suggestions for ways to improve, change or evolve our operations.

Highlights of our stakeholder engagement

Over 9,600 Over 1,000 130 3o

stakeholders commitments co- local authorities DNO to establisha
engaged at over 70 created with our engaged on their Customer
events stakeholders plans Engagement Group

Figure 3.1 Highlights of our engagement with stakeholders
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WPDGs first draft Business Pl a
the findings have impacted this second draft

3.11.

3.12.

3.13.

In January 2021, WPD became the first Distribution Network Operator to publish its Business
Plan with an accompanying stakeholder consultation, 10 months ahead of its final submission to
Ofgem. We did this to provide full transparency to stakeholders and maximise their opportunity
to have an input into our planning process. We invited stakeholders to help negotiate and refine
our precise commitments, levels of ambition and performance targets for RIIO-ED2.

We are building a plan that is well justified and wholly reflective of the needs and priorities of our
full range of stakeholders. To arrive at our first draft, we engaged with 7,341 stakeholders (over
4,500 via direct, in-person engagement) to co-create our proposals. Since then, we received a
further 2,331 responses to aspects of our consultation from a wide cross section of stakeholders
across the four week consultation period. This included a mix of qualitative and quantitative
engagement methods.

Stakeholder feedback has led to significant changes in the core commitments proposed in this
second draft Business Plan. We have:

Streamlined our core commitments to 58 (reduced from 67)

With previous actions categorised within our 100+ wider commitments
Introduced 4 new core commitments
Increased the ambition of 35 of the core commitments (60%) and
Reworded 11 core commitments to ensure they deliver clearer outcomes

First draft Business Plan consultation

3.14.

3.15.

3.16.

3.17.

WP D6 s 6 Ha v econsoltation of theffitst draft of the Business Plan was published on
27" January 2021 and requested responses to our consultation by 28" February 2021.

Wesetoutl3speci fic questions ¢ ovVver jprogosedvdxiedddurecttoer e ¢ o mmi
presentation and accessibility of the plan, its overall acceptability, and actions to deliver a low
carbon future.

Our overarching goal was to understand the priorities of a wide range of stakeholders (including
major representation from end-user, bill-paying customers) and ensure our proposed
commitments deliver the core outcomes and appropriate scale of ambition that stakeholders
want to see from WPD. The document therefore presented:

Options for investment and the costs
The service improvement to be delivered by each investment
option

The impact on the average domestic electricity bill.

To explain our core commitments, we gave an overview of the
stakeholder views which helpedust o arri ve at
vi ewd proposals, as well as
performance and key information. We asked stakeholders to
indicate areas where they would like us to go further than our
initially proposed baseline, as well as to suggest entirely new
commitments.

Figure 3.2 Our first draft Business Plan consultation



3.18.

3.19.

3.20.

It was essential to maximise the opportunities for stakeholders to participate in, and respond to,
the consultation. We published the first draft Business Plan and accompanying consultation on
our website, along with four introductory, contextual videos from WPD senior managers with
responsibility for key aspects of the Business Plan. We also created an online response hub for
stakeholders to submit their views directly, as well as an option to download a response form to
submit via email or post.

We sent the draft Business Plan and consultation to almost 9,000 stakeholders and invited them
to participate in a follow-up webinar and stakeholderséworkshops. The audiences with whom we
shared the consultation included:

Website: First draft Business Plan (BP1); consultation; online response form;
downloadable form; explanatory videos (4,561 page hits)

Ofgem, BEIS and Challenge Group: Sent BP1, consultation and the offer of a bilateral
meeting, fr onlO3§vake&hodlderst E O

Members of Parliaments and Welsh Assembly Members: Sent BP1, consultation and an
offerofa bi |l at er al me et i (18] stakeholdens)y WP D6és CEO
Local Authorities and LEPs: Sent BP1, consultation and an offer of a bilateral meeting
(130 stakeholders)

Key stakeholders (e.g. Citizens Advice, ENA, trade associations): Sent BP1,
consultation and a webinar/workshop invitation (460 stakeholders)

Wider stakeholders: Sent BP1, consultation and a webinar/workshop invitation (>8,000
stakeholders)

Customer Engagement Group, Customer Collaboration Panel & Connections Steering
Group: Sent BP1, consultation and a webinar/workshop invitation (94 stakeholders)
Press release and media: National and local media; Phil Swift Utility Week interview
Social media: Monthly campaign and end-customer surveys (305,497 views; 3,222
engagements)

Trade Unions, Pension Trustees, Investor community and contractors: Sent BP1 and
consultation from Directors (>50)

Our staff: Bespoke intranet page; surveys and response form; news and CEO bulletins
(6,500)

As well as achieving an excellent rate of direct responses, we ran a series of stakeholder

workshops to walk stakeholders through our proposals, provide essential context and allow

them to provide extensive qualitative feedback. This included five workshops to specifically

di scuss WPDO6s del i very sinthedollogigg aeas: castogier c o mmi t ment s
vulnerability, environment, innovation, digitalisation, and DSO and connections. We also hosted

an innovative consultation &printdevent featuring quick-fire presentations on every key focus

area of the plan and live quantitative voting on every core commitment, followed by breakout

discussion sessions to flag new commitments or areas of significant change that stakeholders

would like to see.



3.21.

In total, WPD received feedback from 2,331 stakeholders, including 803 via direct, in-person

sessions. We proactively encouraged a great deal of participation from end-user, bill-paying
customers whose less detailed knowledge of WPD and our operations can sometimes lead to a
lack of representation. In all, 1,487 end-customers delivered feedback on their preferred levels

of ambition relatingt o
down as follows:

WP DO s

cor e

commi

t me n t eceivedlchnee okemnr a |

Number of
Engagement method stakeholders Stakeholder types represented

Four stakeholder workshops
(commitment creation and playback)

Online engagement portal
(above workshops replicated online)

Webinar
Direct consultation responses i online &

written
(Commitment options T questions 4 &5)

Direct consultation responses i online &
written
(narrative questions 1-13)

Bilateral expert sessions

Consul tation
(Commitment options)

Five strategy workshops
(including reviews of associated BP1
commitments)

Bill payer/consumer surveys
(Commitment options)

In addition, feedback from:

Figure 3.3 Methods of engagement
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O6sprintéo

222

41

86

78

63

11

86

257

1487

110 WPD staff

Usual full spectrum of stakeholders: local
authorities, utilities, parish councils, charities,
environmental groups, connections customers,
developers, businesses, community energy
groups etc.

Including:

9 Utilities (e.g. E.ON

UK)

9 Local Authorities
(e.g. South Hams

9 Expert stakeholder
groups and major
customers (e.g.

g'St”Ct.l_ Torf Centre for Sustainable
Cgu:C' ,Boroor ain Energy; Mozes; JRC)

u ty ug 9 Domestic customers
Council;

Herefordshire
Council; Powys

9 Environmental groups
9 Parish Councillors

County Council)

1 LEPs

9 Citizens Advice
9 Welsh Assembly Government

Usual full spectrum of stakeholders: local
authorities, utilities, parish councils, charities,
environmental groups, connections customers,
developers, businesses, community energy
groups etc.

End user consumers

r

e



First draft Business Plan consultation i what we learned

3.22.

3.23.

3.24.,

3.25.

34

An independent review of the consultationos
captured. As a result of this first successful consultation, we have made multiple changes to our
core commitments.

At that early stage, we still had a further draft business plan, this one, to publish and refine
before the final submission to Ofgem. We welcomed the very positive, initial feedback we
received from stakeholders. The resounding verdict was that our first proposals accurately
reflected their priorities and provided an excellent starting point for negotiating exact levels of
ambition. This is a testament to the extensive co-creation processes used to develop the plan.

An early view of t hes@ancsdlpstratddiby thetfoflowimd feetibBeR
our first draft:

Percentage of customers who did not express a desire for changes or alternatives to
WPD6s core commitment s:

Meet the needs of L Delivering an
Maintaining a safe and . .
consumers and network . environmentally sustainable
resilient network
users network

Customer Customers in Network Business IT Environment A smart, flexible
service vulnerable resilience security and and network
situations cyber resilience sustainability

9009

Connections Social contract Workforce

resilience
87070

Figure 3.4 Percentage of customers who did not request changes or alternatives to the core commitments

The full changes made as a result of the consultation are set out in Chapter 4. As a result of
feedback, we have increased the scope of 60% of our core commitments, most notably relating
to environment and sustainability, where five of our seven core commitments have been made
more ambitious.

WPD Business Plan 2023 i 2028 Second draft i March 2021
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Our overarching approach to stakeholder engagement

3.26.  Frequent, challenging and high quality engagement with stakeholders is crucial to the success
of any organisation and is the core foundation on which our Business Plan for RIIO-ED2 is built.
We set ourselves a number of challenges when developing the approach to stakeholder
engagement in RIIO-ED2, which involved answering the following questions.

i1 Are we speaking to the full spectrum of people impacted by our operations now and in the
future?

1 Are we always avoiding asking leading questions - handing the decision-making power to
stakeholders themselves and allowing them to start with a blank sheet of paper?

1 Most importantly, are we turning these conversations into meaningful and measurable
actions to improve the lives of the people who rely on us every day, and to allow
stakeholders to track the results of their feedback?

3.27.  Our overarching goal for engagement for RIIO-ED2 is to deliver the most extensive programme
possible. We sought to deliver the highest quality engagement, identify our broadest
stakeholder audience ever (including new and emerging groups) and engage using a range of
techniqgues specifically tailored to.our stakehol de

3.28.  We adopt the widest possible definition of
the term &Gtakeholder§ which means we
strive to engage with anyone who has an
interest in, or is impacted by, our
operations. This can present its own
challenges as each group brings a unique
perspective and set of priorities. The key to
overcoming this has been to work closely
with our stakeholders, balancing the various
considerations and reaching a consensus
that works for everyone, wherever possible.
After all, their views reflect the diversity of
our 7.9 million customers, who pay for the
work we do and, therefore, have a right to

influence our service. The types of Figure 3.5 Stakeholder engagement event
stakeholder we serve are summarised in
this table:

National policy Government departments; industry bodies; Energy Networks Association;
MPs and Welsh Assembly Members; media; trade press

Local energy Local government; local authorities: Mayors and combined authorities; local
Tilt=ee sl | enterprise partnerships; community energy groups; highways agencies;
universities and research institutes

Customers Domestic; business; future; fuel poor / vulnerable; vulnerable customer
representatives; charities; consumer interest bodies; healthcare; emergency
services; parish councils; distributed generation; storage/renewables
providers and installers; energy aggregators; flexibility service providers;
developers; major connections customers; energy consultants; independent
connections providers; independent distribution network operators; non-
government organisations ; trade associations; environmental groups;
academic institutions; major energy users; electric vehicle charge point
manufacturers and installers

LU iielsiele=t | Suppliers; transmission companies; gas distribution networks; innovation
and supply chain project partners; WPD staff; supply chain and contractors; shareholders;
investors; trade unions

Figure 3.6 Types of stakeholders
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3.29. We have a comprehensive stakeholder engagement strategy It has undergone extensive
external scrutiny - including benchmarking across a wide range of sectors - to ensure it is as
effective and innovative as possible (as part of assessments via the British Standards Institute
and Customer Service Excellence Standard).

3.30. Ultimately, we have co-created the Business Plan with stakeholders using an iterative process.
This means it has been built up in stages, starting with a blank sheet of paper and regular
interaction with stakeholders to play back what we have heard. Using this process, we have
shared our proposed actions at an early stage, addressed any feedback and continually refined
and added detail to our commitments. This has resulted in the most scrutinised, well justified,
stakeholder-endorsed plan we have ever produced. To achieve this, our approach has been
guided by six key principles:

Inclusive: Our plans take into account all stakeholders, including the hard-to-reach and seldom
heard voices. We have explicitly targeted and represented these within the testing sample of the
various 6éend userd surveys, research sessions and
ensure that we build our Business Plan with a broad, representative range of stakeholders. We
have identified new, emerging and increasingly local stakeholder groups, as well as changes in
the needs of existing stakeholders. For example, in recent years we have seen the emergence of
storage operators, flexibility service providers, energy aggregators and electric vehicle charge
point operators. There have been significant shifts in the requirements, responsibilities and
interests of existing stakeholders including local authorities, community energy groups, fuel
poverty charities and vulnerable customer support services because of the move to a low carbon
future and the pursuit of net zero carbon emissions. Using a targeted engagement approach, we
have developed insight that is representative of our entire community and worked with them to
co-create a Business Plan to match.

Transparent: This means publishing all feedback we have received and the actions that have
resulted from it. We have not only shared the findings from each individual engagement activity,
but have also produced a standalone synthesis report after each key engagement stage (see
below for an overview of our five core engagement stages). These were produced by an
independent, third party to combine the feedback received objectively and to present the key,
overarching findings in a single, comprehensive report. This reassures stakeholders that no
views have been omitted or ignored and shows how consolidated stakeholder feedback has led
to action in our Business Plan. As a result, stakeholders do not need to review multiple
engagement activities and reports.

Proactive: We identify and reach out to stakeholders; they do not need to seek us out 1
however, we welcome all views and will not exclude any group. We have built trust by ensuring
engagements include the full spectrum of stakeholders and have demonstrated an enduring
commitment to acting on their feedback and using this feedback to influence short and long term
planning, extending beyond the five year RIIO-ED2 period. We have sought to act in a fair,
socially responsible way at all times, engaging early on key issues and ensuring a proactive
response to challenging issues.



1 Tailored: We use a wide variety of engagement methods to suit 5y
the audi enc eone-siaesitsda dl I © g a pHorthisa ¢ h . <
Business Plan, we have engaged with our largest ever number
of stakeholders. This means a much wider variety of
representatives who all have their own very different
knowledge of, interest in and direct experience of, WPD and
the energy sector. In response, we must broaden the L
range of techniques and mechanisms we use to engage,
drawing on best practice. The methods we select must
suit the type of stakeholder we are engaging, not
what is convenient for us. When tailoring our
programme, we aim to include stakeholders from
all levels in our business planning processes, and
to avoid giving disproportionate attention to
those who are douderdor better resourced to
engage than others. This includes reaching

Those we work

closely with to build

their knowledge

or whose role

necessitates a
detailed interest

Y
&
¥
S

Those who interact
fairly regularly with
WPD

Those impacted
by WPD but with
little knowledge
ofus

Those impacted
in the future by

> decisions we
out to hard-to-reach consumers who may K Future customers [ TR
not have participated in engagements
before and ensuring a representative Figure 3.7 Knowledge and interest levels of our

sample of these types of stakeholders stakeholders

are included in our feedback.

1 Purposeful: Engagement needs to lead to action. The intention of every engagement is to learn,
improve and involve stakeholders in the co-creation of our plans. We seek to engage as widely
and inclusively as possible, using methods that encourage discussion and meaningful
engagement. We avoid short survey responses and other information-gathering that makes it
difficult for stakeholders to offer detailed responses. Our focus is always on meaningful, two-way
engagement that hands decision-making power to stakeholders and directly shapes our actions.

1 Expert-led: Our engagement programme is headed up by those best suited to the job, with
appropriate expertise, experience and responsibility for acting on insight. Stakeholders tell us
they value the fact that the WPD staff responsible for acting on their feedback are also the ones
who participate in the delivery of the engagement.

3.31.  The successful application of this approach has led to a richer, more comprehensive
understanding of stakeholder requirements than ever before. In turn, this has produced an
ambitious, wide-ranging Business Plan that delivers real value and innovative change for
customers, by addressing the priorities, expectations and evolving needs of our stakeholders.

3.32.  Stakeholder engagement is an enduring exercise at WPD. It underpins our decision-making
processes across every strand of our business. We therefore focus on building long-term
relationships with stakeholders, who frequently return to engage with us because they recognise
the value we place on their feedback. To continue this success, it is vital we continue to
challenge ourselves to develop our approach further, learn from best practice, and seek to
deliver our most pervasive and stakeholder-led engagement programme ever. Everything we
do is driven by our engagement with stakeholders and will enable us to co-create a plan that is
fit for all our futures.
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Key context: Identifying the landscape in which we expect to operate

3.33. Key changes in our operating landscape include:

Our vital role delivering net zero: Low carbon technologies are already changing energy
flows across the distribution network, in particular on the low voltage network. On top of this,
demand for electricity is expected to rise significantly. These huge increases are largely a
result of increased local generation, and the growing use of electricity for transport and
heating.

As a Distribution Network Operator with a Distribution System Operations function, we have a

fundamental responsibility to help deliver i and not just facilitate - the go v e r n m2050tnét s

zero target. Stakeholders do not want us to be passive. Instead, they believe we should be a key

driver and innovator of the changes needed. That means we must actively encourage the

connection of o6cleand6 | ocal generation, proactivel
new ways of utilising existing capacity through extensive flexibility services, avoiding the need to

build bigger networks.

Localism and supporting the bespoke energy plans of individual communities: Net
zero is a national target but will be delivered regionally. In WPD6 s  a tmest 80% af the
local authorities have declared climate emergencies, setting targets well in advance of
2050. It will take a co-working approach between WPD and a wide range of stakeholders to
achieve an effective, decentralised energy system to deliver these ambitious targets.
Change is happening at different pace across sectors and regions. For example,
Lincolnshire (which has significant coastline with offshore wind) is planning to connect high
volumes of distributed generation to our system, while urban areas like Nottingham and
Bristol, which have set ambitious decarbonisation goals of 2028 and 2030 respectively, are
pursuing huge increases in electric vehicles to decarbonise transport, alongside other key
measures. That is why our engagement strategy could never follow a @ne-size-fits-allé
approach. Instead, we must adapt our strategy to meet the differing requirements of our
stakeholders and to tackle the very individual and complex issues facing each region. This
calls for increasingly localised engagement. We must engage with local stakeholders to
understand their existing energy plans, which can then be fed into our future energy
scenarios. Equally, we will provide stakeholders with details of our modelling to help inform
the creation and updating of their local energy plans.

Delivering an 6 oTweéddivercet reeodwe hotdnly meed:to change the way
energy is used and delivered; we also need to ensure that the data that underpins this
change is effectively utilised. Stakeholders are already asking for access to more and better
quality data to help plan their own energy initiatives.

Data will be vital to show how and when electricity is being used and to avoid disruption to the
network, as changing electricity habits make demand much less predictable in the future. Factors
including 6lasteringd , wh e r electrie weldctea dre charging in the same street, and
contrasting behaviour, for example where one consumer charges while another discharges, will
drive significantly different flows on low voltage (LV) networks. Where the LV network becomes
stressed and complicated, more detailed analysis is required i and that is where access to data
is vital. Without data, the increased usage of electricity and changes in customer behaviour could
cause massive disruption to the distribution network system. Data will be required to inform key
network management decisions on investment or the development of Distribution System
Operator services, including demand side response, flexible additional generation or flexible
demand/access arrangements. Stakeholders expect us to adopt an open data policy, sharing all
data unless restricted by privacy, security or commercial confidentiality reasons. We will then
work alongside partner agencies to unlock value from this data and use it to trigger new,
innovative services.



How stakeholders have co-created our Business Plan

3.34.  We understand the need to pursue a highly ambitious stakeholder engagement programme if
we are to create an equally ambitious Business Plan. We are proud of the quality, range and
impact of our programme which is inspired by our aim to be an industry leader and to deliver the
best performance in the UK. To deliver the most effective and meaningful engagement possible,
we use every opportunity to build proactive
relationships with stakeholders, organising
face-to-face, enduring engagement wherever
possible. This enables us to explore issues in
greater detail and results in well-informed,
granular feedback, helping us to drive
maximum improvement and explore
innovative and ambitious ways of improving
our service. Where face-to-face sessions are
not possible, such as during the Covid-19
pandemic, we have successfully adapted our
approach to facilitate online engagement,
video conferencing, webinars, online focus
groups and research surveys. During the
pandemic, we continued to engage as widely
and inclusively as possible, maintaining
similar volumes of stakeholder engagement
despite the change in circumstances, enabling
us to stimulate and act on meaningful Figure 3.8 Stakeholder event to identify suggested
feedback in the same way as before. actions for RIIO-ED2

3.35. From the beginning, the aim of our engagement has been to give customers a strong voice in
our planning process. To do this, we have organised bespoke co-creation engagement events
to enable stakeholders to influence and shape our decisions in the most pervasive, dottom-upd
way possible. We have challenged ourselves to go further, asking stakeholders not simply to
influence, change or refine our plans but to take part in collaborative engagement. This means
stakeholders have been asked to start from a blank page and work alongside our staff to co-
create our plans.

3.36.  When the Customer Engagement Group (CEG) asked how we planned to achieve an
engagement programme to address the needs of a broad cross-section of stakeholders, we
commissioned an independent review of best practice approaches to engagement. The review
covered a wide variety of sectors including water, gas and rail and revealed a broad range of
engagement activities by these companies.

3.37.  Our engagement approach during
the RIIO-ED1 process (for which
our plan was accepted first time Opportunities
by the regulator in a process mmﬁfm
known as being 6 f 4 s @ ¢ k e d ;?E”_’mﬁei"”
involved stakeholders heavily in commitments | concerns
decision-making. But we wanted
to go further during the RIIO-ED2
process by working with
stakeholders to co-create plans

Involve Co-create Negotiate
Priorities
directly
reflected
in actions
developed

Maturity of programme & stakeholder input in decision-making

Commitments | Precise
co-created commitment
with levels
stakeholders | negotiated
from scratch

from scratch, giving stakeholders Hosted events Co-created
free rein to go beyond the areas Inviing | for defberately | - pojigrygiyg | - Customer f commitments

9 y stakeholders to selected Collaboration refined with
covered in previous stakeholder getinvolved | stakenoiders | *Or<ShoRs panel- | stakeholders

online and to give with

their views on the | presentations,
business plan by | sharing plans
taking part inan || for the future

Independently led| Precise targets
roundtable negotiated to
P discussions with balance
;fo"f,f,'f;:,’f;, participation from | stakeholder
they Hhink the CEOQ/ Director | prionities and
v think they Ny o) thatinciudes | requests with

engagement. As a result, we
have invited external scrutiny and
challenge from the CEG as well ’ e
A online survey | @ ing for
as WP' D 6 s Customere r t which asks for | feedbackon | 1o ik ey
Collaboration Panel, to ensure all feedback on priorities policy/action plan | pragmatic

specific ideas. previously in the future. drafting. delivery
identified. consideralions.

understanding
what customers

For example:

Figure 3.9 Levels of engagement maturity
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our foundation stage engagement truly began from a
non-leading language.

3.38.  We have asked stakeholders first to devise our overall priorities, before building these up to
specific commitments and finally adding measurable performance targets - all from scratch. By
doing this, we will deliver the best outcomes possible for customers, thanks to a Business Plan
that reflects their needs and will adapt to their changing priorities over time.

Co-creation in acti on-levebgriarkiestoo thalfeturs 6 hi ¢

3.39. In 2018, before starting our RIIO-ED2 engagement programme, we asked stakeholders to tell
us the high-level outcomes they wanted us to achieve for customers in our next Business Plan.
While the specific service expectations differed among stakeholder groups, they all agreed on
eight core priorities that must wunderpin WPDO6s Bus

Innovative new
A smart, flexible services and
and investments
interconnected {e.g. facilitating
network energy storage
(that is “future and utilising the

Keeping the proof’) . benefits of smart
lights on All customers in meter)

(with lowest ever si:::t‘::r:::fre
levels of power — Delivery of a

cuts) sustainable, low

lnfo_rmaﬁo_n that carbon future (by
is easily enabling the

(an?jﬁiﬁzl::::mat decarbonisation of

customers want) energy and
A safe and An efficient, associated sectors

secure network value for money such as transport)
for all service
(for the public (with the lowest
and staff) bills possible)

Figure 3.10 Stakeholder high-level priorities
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Co-creation in action: Over 1000 initial actions suggested by
stakeholders

3.40.  As setoutin the sections below, we have engaged over 9,600 stakeholders (5,700 of these
were direct, in-person engagements) at over 70 engagement events to date. While some of
these provided more insight - particularly where we were looking to reach out to all 7.9 million
customers - most have been designed to encourage discussion. Sessions like these help us to
define issues, develop proposals, resolve areas of conflicting feedback and identify preferred
solutions. For example, in February and March 2020, we held specially designed, Business Plan

commitmentco-cr eati on events at six |l ocations (rural and
licence areas. This was our largest series of events ever with 393 stakeholders attending in
person.

3.41.  The objective of the six sessions was for stakeholders to start from scratch to identify our
Business Plan commitments. They were briefed on some of the factors to be considered by our
managers responsible for each topicareabef or e t aki ng pagcrdaton n roundtabl
surger i es 0. I n t his wa yaurcoevwanitnheat toéndustiy-keadimg psabtioewvhich
goes beyond simply consulting on our proposed plans.

3.42. Stakeholders were asked to:

1 Identify the high-level topics they wanted us to address, then;

1 Identify specific focus areas within each topic, then;

1 Begin to draft the commitments for each focus area i and what they would like us to deliver
to achieve these.

3.43.  Each table began with a different topic. Facilitators
then swapped topics, enabling stakeholders to review, In total, stakeholders
amend and add to the suggestions of others. This identified 14 key topics
helped to refine the proposals as part of the creation '
process, as well as ensuring weighted feedback so the over 300 focus areas
views of individuals were not allowed to feature too
heavily. Each session closed with electronic voting to

and over 1,000 initial

gain a quantitative view on the importance of the topics sugg estions 1
discussed. These findings were updated live on the .

day to incorporate the priorities and commitments co- al | I n t he S
c_reated_by stakeholders during the roundtable own words
discussions.

3.44. Many of the items raised by stakeholders as part of this process have been included in our
Business Plan commitments. Where suggestions were not carried forward in the exact terms
requested, this was due to the following:

1 We were already fulfilling the commitment. It is therefore considered to be part of our
business as usual activities and will continue.

i1 The suggestion was based on a misinterpretation of our role and responsibilities.

i1 There was lack of awareness of our regulatory context.

i Suggestions were not supported sufficiently by wider stakeholders when tested and
triangulated as part of our ongoing engagement process.
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3.45.  To give an indication of the scale and value of our co-creation process, the table below gives an
example in each topic category of the types of issues raised by stakeholders for us to address:

Topic ~ Focusareas Suggested actions
1. Network reliability 37 aspects to consider. e.g. 161 e.g.
1 Overall health of network assets ACreate accur at
T Use flexibility and local generation | models and ensure that assets
to address demand needs can respond to future (higher)

demand?o

2. Network 30 aspects to consider. e.g. 80 e.g.
resilience T Scenario planning / data analysis | 1 Us e -térm cimate
f Flood protection scenarios (1:100 years is no

longer fit for purpose) and work
with a range of stakeholders to
mitigate flood

3. Cyber resilience 15 aspects to consider. e.g. 60 e.g.
1 Network security i risk of power ACommit to ext ¢
cuts due to a cyber-attack testing and seek accreditations
f Systems security i risk of data from third part

loss / access

4. Whole systems 41 aspects to consider. e.g. 144 e.g.
approach to net 9 Help local communities to achieve |[iEngage with | o
Zero their net zero carbon emissions to support them to deliver on
targets their net zero targets, sharing
9 Facilitate / incentivise local low- knowl edge and i

carbon generation and storage

5. Innovation and 43 aspects to consider. e.g. 114 e.g.
new services {1 Support community energy fiEducate and in
projects to connect to the network | communities about the benefits
f Collaborate within the industry to | of community energy, using
offer tariffs to encourage flexibility |wor kshops and f

6. Environment 37 aspects to consider. e.g. 121 e.g.
1 Reduce harmful leaks from our Having a more ambitious net
equipment zero target than the

1 WPD to be net zero before 2050 government 6s t a

7. Electric vehicles 34 aspects to consider. e.g. 158 e.g.
9 Facilitate electric vehicles on a fWork with the government
mass scale and Ofgem to deliver a clear,
1 Lobby for national EV strategy coordinated EV
ensuring standardisation
8. Vulnerability 23 aspects to consider. e.g. 120 e.g.
1 Protect the interests of vulnerable | i Wo r k -agencysos
customers in the switch to a publicise and deliver
smarter network vul nerability s

1 Communication / collaboration
with others to raise the profile of
WPDb6s services

9. Fuel poverty 14 aspects to consider. e.g. 50 e.g.
i Partnerships and outreach AWork closely w
services stakeholders and partners to
9 Identifying fuel poverty provide education and support

for customer s i




Topic \ Focus areas Suggested actions
10. Safety and health 13 aspects to consider. e.g. 22 e.g.
i Maintaining a safe, healthy and AEnsure the men
motivated workforce needs of the workforce are
1 The potential post-Brexit being met and supported by
legislative changes to health and | promoting a healthy work-life
safety law bal anceo
11. Connections 30 aspects to consider. e.g. 60 e.g.
1 Low-carbon technologies Al nvest ahead o
(including EVs) undertake forecasting for EV
f Investment in local development | connections to ensure
plans sufficient capacity, e.g. new
apart ment bl ock
12. Workforce 8 aspects to consider. e.g. 59 e.g.
resilience 1 Retention and upskilling of a fiDevelop a diversity strategy
specialised, highly skilled that is long-term and reflects
workforce wi der demogr aph
1 Improving the diversity of our
workforce
13. Customerservice |Thi s topic was considered by st aké
must run through all our Business Plan commitments. It was therefore
tested as an explicit aspect of each of the topics listed above, rather than
as a standalone topic. In addition key standout considerations emerged
as:
1 Customer satisfaction
1 Quality of communication/information
14. Affordability Stakeholders requested that the plan must be affordable and represent
value for money. This therefore led to standalone social value testing and
guantitative testing.

Figure 3.11 Topics co-created by stakeholders



The role of the Customer Engagement Group

3.46.  Every stage of our business planning and decision-making process for RIIO-ED2 has been
scrutinised by an independent, challenge body called the Customer Engagement Group (CEG).
The CEG reflects the needs and preferences of existing and future consumers and promotes
good value customer outcomes, with a focus on affordability, the protection of vulnerable
consumers, the environment, sustainability and the transition to a low carbon energy system.

3.47.  We followed a robust, independent and transparent process to appoint all members. As part of
this, we sought ratification and approval to proceed from Ofgem (Head of RIIO2 Policy on
Engagement, Head of RIIO2 Policy and Deputy Director of ED and Cross Sector Policy) on five
occasions, including direct oversight of, and input into, the Chair interview shortlisting process.

Chair recruitment

3.48. We appointed an external recruitment agency with expertise in CEO and Non-Executive
Director recruitment, resulting in a list of over 40 Chair candidates. We then engaged an
independent expert with first-hand experience of holding an equivalent role in the water sector
(Chair of WelshwWat er 6s Customer Challenge Gr eaone for PR19)
parallel evaluation of candidates, alongside our own assessment. All candidates were formally
assessed against role criteria and a weighted skills matrix that was agreed in advance with
Ofgem.

Member recruitment

3.49.  Our wider stakeholders wanted
CEG members to be drawn from
across a range of areas of
expertise. In 2018, we ran
consultation workshops to
identify 24 areas of expertise
that must be covered by the
group and assessed all
candidates using a detailed
matrix-based approach. Both
WPD and the Chair were
determined that the CEG
should cover all the areas of
knowledge and expertise
outlined by stakeholders. We
therefore made it a requirement
that each candidate must have Figure 3.12 Our Customer Engagement Group members

expert knowledge in multiple areas. Working with
WPD was the first DNO to the Chair, we developed a thorough derms of

: e : referenced d o c dontleergtoup, to help with
establish a CEG, appointing its recruitment. This made it clear to candidates that

Chair, Duncan McCombie (CEO the CEG was more than a consumer interest

of YES Energy Solutions CIC, a group, and spanned a diverse range of knowledge
areas. The CEG includes experts in everything

from low carbon technologies, future energy

fuel poverty company) in
October 2018, followed by an scenarios and energy system transition, through
independent secretariat and 14 to major users, vulnerable customers and the

. representation of local/regional interests.
members in February 2019.
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3.50. It was also vital to identify senior, high-calibre individuals, who could relate to the needs of the
consumers they were there to represent - as well as havingafimunder st anding of Of ge
requirements and the RIIO price control process as a whole.

3.51.  Aninitial list of 46 member candidates was drawn up, following an advertising and external
recruitment campaign, led by an independent recruitment agency, as well as help from the
Chai r 8 s ofrcentactsoThé Chair then interviewed a shortlist of 23 candidates.

3.52. A key objective was to build a CEG with knowledgeable members who each represent more
than one key expertise area. This will allow a diversity of thought within the panel, and enable
members to challenge each other in order to provide the most holistic scrutiny of WPD as
possible. The extensive expertise brought by the final 16-strong CEG (when including the Chair
and Secretariat) is shown in the following table.

CEG knowledge & expertise matrix Number of individuals with expertise in these areas
Customer research / representation 7
Stakeholder engagement 10

g Major users 3
g Needs of current and future customers 4
@ | Vulnerable customers 5
O | Fuel poverty 4
Regional outlook / local issues 6
Local Government or LEPs 3

o | Energy system transition (DSO) 8

5 Innovation 7

% Future energy scenarios 7

§ Low carbon technologies e.g. EVs 6

% Distributed Generation 8

o | Energy storage 5

§ Community Energy and non-traditional business models 6
“ [ sustainability 7
Energy supply 3

5 Wider utilities sector (gas / water) 8
% 2 Electric?ty tr.ans.mis-,sion . - 4
T O Electricity distribution (technical understanding) 6
_§ % Environment (incl. decarbonisation) 6
2 Resilience 5
= Regulatory framework / price control planning 10
Outputs and expenditure 6

Figure 3.13 CEG members knowledge and expertise



3.53. The CEG meets as a full group at least every two months. In addition, seven subgroups have
been formed to provide rigour and challenge to our staff responsible for generating the Business
Plan in the following areas:

Subgroup Business Area

1 Business Plan governance 91 Incentives/uncertainty
SUEfTEes [P il Business: I?Ian development mechan_isms
development il W_PD"s vision & BP success 1 Competltlon .
criteria 1 Business carbon footprint /
Environment
9 Digitalisation strategy 1 DSO
Innovation and 1 Modernising energy data 1 Innovation
Competition 1 Electric vehicles/Heat
pumps
Regional Drivers / Net 1 Future energy scenarios 1 Innovation
Zero 1 Community energy 1 Decarbonisation & losses
Research i Stakeholder engagement 1 Willingness to pay
1 Willingness to pay 1 Social contract
Customer 1 Customer vulnerability 1 Customer value proposition
strategy
1 Cyber resilience & business 1 Cost efficiency
Asset Management IT security 1 Safety & network resilience
1 Asset management
Workforce Resilience 1 V\(orqurce resilience 1 Operational training
I Diversity

Figure 3.14 CEG subgroups

So far in total over 60 individual meetings have been held

and 24 challenges have been raised.

Scrutinising and informing WPDO0s engage

3.54. The CEG, and in particular the research subgroup, has provided expert challenge to our
engagement process. From the outset,thegr oup revi ewed WPD®&s overall en
and proposed approach for engagement during RIIO-ED2. Its feedback and scrutiny has
directly influenced and improved our programme in a number of ways, as shown below:

CEG scrutiny WPD response

What factors wi T Listed seven 6considered f 3
approach to consulting with before planning stage one of its preliminary/foundation
stakeholders at the 'preliminary engagement.
stage' of the Business Plan I Commissioned an independent review of best practice
process? consultative approaches for preliminary / foundation stage
How will WPD ensure adequate engagement. This review covered a wide range of sectors
representation of end users including water, gas and rail.
(with little prior knowledge of f  As aresult, WPD significantly expanded the scope of its
WPD) and future customers proposed preliminary engagement activities, from four
within its planning? initially planned methods to 16 core activities, spanning
the full range of stakeholder knowledge levels from future
customers through to expert stakeholders.
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How will WPD ensure
stakeholders are able to
influence WPD Business Plan
from scratch and not have their
ambitions constrained to current
roles, responsibilities and
services?

Set out proposals to ensure events always delivered
opportuniocresatfonddéaher ever
the use of non-leading language and providing sufficient
context to enable stakeholders to have an informed

debate and understand the landscape in which we expect
to operate, without limiting ambitions to the current status
quo.

How will WPD ensure attendees
are mindful of the spectrum of
customers WPD serve, including
those financially challenged (but
not technically
when assessing the costs and
services?

Used multiple engagement mechanisms, tailored to each
audience, to ensure we could access the broadest group
of hard-to-reach customers as possible, including
bespoke events for vulnerable and fuel poor consumers.
That every major research and focus group event
included a balanced representative sample of our
communities, including considering a range of
geographies, ages, demographics and socio-economic
levels.

How will WPD ensure that social
value research (SVR) is robust
ensures participants can
comprehend the content to
enhance the accuracy of the
feedback they are able to
provide?

The SVR exercise was expanded to include a broader
range of participant attributes to enable results to be
broken down by different segments e.g. geographic,
socio-economic, age and both household and non-
household (business) customers.

Refinements and testing at design, pilot and fieldwork
stages ensured that actions were tested and the survey
script were redrafted and adjusted to make it easier for
participants to understand, by providing clearer questions
and supporting information using less jargon and technical
language.

Inclusion of additional explanatory information, helped to
further improve the understanding of all participants,
enhancing the accuracy of the findings

Information specifically tailored to business customers,
ensured they understood why they were seeing initiatives
which would impact households to ensure robust
feedback and accurate data

How will WPD demonstrate that
a 6golden threa
maintained throughout the
Business Plan engagement,
demonstrating clear correlation
of stakeholder feedback to the
content of the WPD Business
Plan as well as ensuring
consistency and a robust
decision process for elements
included, excluded or
enhanced?

A 6gol den threadé mappi ng fd
sight was maintained throughout the entire plan,
demonstrating that all outputs have been co-created with
stakeholders with direct correlation to their feedback. In
rare instances where this i
set out if it is a compulsory regulatory requirement.

The CEG audited the d&égol den
Business Plan providing wider stakeholders and Ofgem
the assurance that WPD has accounted for all major
stakeholder engagement feedback, have not overlooked
any key items of feedback even if challenging to address
and all WPDO6s outputs have
regulatory driver (i.e. none are a WPD self-creation).

How will WPD ensure that it
seeks and includes insight from
future customers into their
plans?

A specific deliberative research exercise targeting future
customers established a cohort of future customers able
to provide feedback on WPD business planning priorities
and commitments on an ongoing basis.

Tailored information and approach ensured these
customers were able to self-educate and build knowledge
across a number of weeks to ensure that feedback
provided was informed and accurate.

How will WPD ensure that there
is robust engagement so that
the WPD Business Plan is fully
reflective of local energy

An exercise was undertaken to engage every local
authority within WPDG6s regi
requirements and to share i




requirements and across RIIO- Energy Scenarios (DFES). This established an ongoing

ED2? engagement processto s hape and infor

T WPD6s | ocal Di stribution M3
consistency and quality of engagement and information
shared and gathered

T WPD6s strategic investment
now include this activity into the annual cycle of updates
improving the accuracy and robustness of local energy
forecasting.

Figure 3.15 Examples of CEG scrutinising and informing our engagement approach

3.55.  Throughout the RIIO-ED2 engagement process, CEG members have been given first hand
insight into our activities by attending events including workshops and market research events
and have also scrutinised the process to create research materials and scripts ahead of
engagement taking place. This has provided assurance that WPD is delivering the open,
honest, transparent and non-leading engagement to which we have been committed from the
start.

3.56. In addition, it has enabled CEG members to interrogate the synthesis reports that WPD
produced after each engagement stage and assess whether WPD has accurately captured and
interpreted stakeholdersdé views and sentiments.

3.57. Finally, it has allowedt he CEG t o s c rracesses forsdep VAR Dinsg phbackd its fi
stakeholders and explaining how these have influenced the Business Plan.

Providing independ e n t across WPDOs bu

process

chall enge

3.58. The CEG has considered and robustly challenged us in a number of areas, reviewing our
proposals, draft plans and the processes by which these have been arrived at. The CEG has
either raised formal challenges or clarification requests for further information. We have
responded promptlytoeveryi nt er venti on. As a result, WPD&és Busi
more robust and is set to deliver more wide-ranging benefits for a wider variety of customers.

3.59. In total, there have been 24 challenges and 23 clarifications to date. Examples of these, along
with WPD&és response and i mprovements, are set out

Subgroup ‘ CEG challenge/clarification WPD response
1 We challenge WPD to A paper from our RIIO-ED2 Business Plan
set out the criteria Manager (with approval from the Executive)
through which it will highlighting the underlying principles to be
: internally assess and foll owed i n the pRIGpa
Business Plan judge the quality of its ED2 Business Plan i clearly defining how
development Business Plan in they will be used to measure the success of
advance of the final the plan. These principles will be visible within
determination by the the final plan.
regulator
1 The CEG challenges WPDO6s Di gi t alyiasdsttiondlan

WPD to test whether its
DSO-focused approach

alternatives, including an
organisation-wide
approach to data and

was been released for consultation, asking for
customersd input on w

Innovation to digitalisation delivers expectations and priorities are being delivered
and best value for customers as part of the current approach.
Competition compared to




digital that includes
corporate functions.

We challenge WPD to
clarify how it will
effectively engage with
national (Welsh),
regional, and local
energy strategies
(including LEPS) to:

WPD produced a summary document of its
approach to consultation in this area, in
addition to an action plan, progress report and
final report. We invited all 130 local authority
stakeholders covered by the WPD area to
participate in a bilateral meetings and offer
feedback enabling them to build a joined-up

and Customer

Regional firstly ensure it considers energy plan and work towards delivering net
Drivers / Net the impact of these zero carbon emissions targets. A set of
Zero strategies on its plans for recommendations was established to be
network investment and implemented going forwards and factored into
services (e.g. flexibility the development of the Business Plan.
services); and secondly
to account for the
variance in knowledge
and engagement of
these bodies.
What factors informed A paper outlining WPD's stakeholder
WPD6s approa engagement programme for the RIIO-ED1
consulting with business planning process (stage one:
stakeholders at the preliminary) was produced. The challenge
‘preliminary stage' of the raised resulted in WPD taking a broader
Business Plan process? approach to research than initially planned.
An external benchmark exercise across a
Research wide spectrum of sectors was commissioned,

core engagement activities were expanded
from four to fifteen and a stakeholder
database was developed to capture all
engagement activity across business (RIIO-
ED2 and BAU). Synthesis and triangulation
exercises were also introduced and
completed following each Business Plan
stage of engagement.

We challenge WPD to
set out the strategic
position and overall

Information relating to commercialisation of
assets, asset health by area, future proofing,
competition and cost breakdowns was

workforce resilience
needed to deliver RIIO-
ED2 goals and beyond.

Asset health condition of the compiled by WPD and shared with the group
Management network, to understand to establish and make clear, our RIIO-ED2
the starting point ahead 6starting pointaod.
of the RIIO-ED2
process.
The CEG challenge WP D6 s B u dan has sesn updated to
WPD to set ambitious incorporate areas of concern, but work is
goals and measurable ongoing to ensure work is progressed in the
Workforce targets which will enable areas still outstanding.
Resilience the culture and

Figure 3.16 Examples of CEG challenges and clarifications across the whole business planning process

Of g e mo6 seEDR Chal@nge Group

3.60.  To complement the work of the CEG, Ofgem has established a RIIO-ED2 Challenge Group to
challenge network companies further on their Business Plans and provide an oversight of all the
distribution network companies. We are already engaging with this group in 2021 in the lead up




to our first submission to the Challenge Group in 1st July 2021. As set out in the section below,

we will have published two drafts of our Business Plan for stakeholder consultation ahead of this

submission.

Our ongoing approach to stakeholder engagement

Our engagement objectives for the RIIO-ED2 planning process

3.61.

Our objectives for stakeholder engagement for RIIO-ED?2 are to:

i  Capture a robust view of what is expected by the broad range of stakeholders across our

area

i1 Deliver the most ambitious and efficient Business Plan i shaped entirely by stakeholder
needs and priorities (today and future) 1 that will act as a vehicle to achieve highest
possible levels of service and performance for customers

i1 Deliver the best, most wide-ranging stakeholder
engagement programme, in terms of:
I Size and breadth of programme

I Widest scope of influence ever for stakeholders

I Engagement led by the experts and those

responsible for delivery within WPD (to ensure
discussions are as productive and meaningful

as possible)

i1 Ensure every decision in the Business Plan is well
justified and plans are co-created with stakeholders

wherever possible

i1 Demonstrate that engagement has extensively
influenced our decisions at every stage of the
preparation, development and refinement of the
Business Plan

i1  Set new standards of transparency and
accountability by simplifying and sharing the
Business Plan with customers and stakeholders
wherever possible

Overall RIIO-ED2 engagement process

3.62.

As part of the RIIO-ED1 process, we followed a three

Outputs

ncentives

Innovation

Financing

Uncertainty
mechanisms

Data
assurance

Egﬁ
aa:
1
2 [2 |g
SLRE
v VvV (VI V(VV
viviviviviviv
79 (o (v [V |V |V |V |V
5.2 v |V V|V V|V
v v v
vV v ivIivIiv v
v | v
35 ‘/./

= input in RIO-EDT v'= desirad input in RIIQ-ED2

Figure 3.17 Areas of our Business Plan stakeholders
have indicated they would like to influence

stage engagement approach, with a further two stages to be completed after the plan6 s

submissiont o Of gem. Thi s

cited as a key contributory factor in the decision to fast track our Business Plan. It

encompassed:

appr oa c(positwe) mting by ®fgeineadd a

Plan development:

development and consultation.

1) Preliminary engagement; 2) Willingness to pay research; 3) Business Plan

Post submission:

4) Business Plan outcomes; 5) Business Plan delivery/performance review

3.63.

50

Before RIIO-ED2, we studied the processes used by water, gas and transmission companies for
their latest price control reviews, learned from best practice and identified opportunities to go
further and deliver an industry-leading stakeholder engagement programme. We also began
working with stakeholders on our approach as early as 2019, before we kicked off our formal

RIIO-ED2 engagement programme in February 2020. We held a series of face-to-face

workshops to discuss long-term strategic priorities beyond RIIO-ED1. As part of this, we invited

CitizensbAdvice to give a presentation at every event to introduce a best-in-class approach to

engagement in RIIO-ED2.
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3.64.

At the workshops, stakeholders discussed the ways customers would prefer to be engaged,

their desired levels of involvement and their willingness to engage in RIIO-ED2. They also
considered ways in which DNOs could give customers a stronger voice in future business
planning. The outcome was that stakeholders would like to have a much greater influence than

ever before.

3.65.

Acting on this stakeholder feedback, we built an engagement programme to deliver co-creation,

improve on our leading approach to engagement in RIIO-ED1 and ensure the Business Plan is
built in a staged, phased way with multiple points of stakeholder refinement and endorsement
before the final plan is submitted.

A seven stage engagement process

3.66.

When we submit our Business Plan to Ofgem, this will be built upon a five stage engagement
process, with a further two stages to be carried out after the plan is submitted:

testing

. . Approx.
Objective Deliverable(s) .pr.)
timing

Stage 1: Identify the high-level outcomes WPD | High level outcomes Jani Nov
Preliminary should commit to deliver. 2019
engagement Stakeholder priorities (grouped under

Identify initial stakeholder priorities outcomes)

(areas where outputs and

performance improvements are High-level view of stakeholders to

expected); to ensure all stakeholder engage

interest areas have been recognised.

Identify suitable representatives for

future engagement.
Stage 2: Identify specific improvement levels Evidence of value placed on each high- | Nov 2019
High level social within each priority area and their level priority area T June
value research value to customers 2020

Evidence of preference/expectation for
service improvement levels

Stage 3: Co-create early commitments with 1t draft of commitments (grouped Feb i Oct
Business Plan stakeholders under outcomes/priorities) 2020
development . ' iy . .

Develop initial costing for each Initial costing for commitment (and

commitment therefore Business Plan as a whole)
Stage 4: Negotiate output levels and refine our | 2" draft of commitments Oct i Mar
Business Plan commitments 2021
refinement Updated costing for each commitment

. . based on changes

(detailed social 9
value research)
Stage 5: Present the final plan to stakeholders | Stakeholder approval of the final plan Mar 2021
Business plan for review (and voting) before onwards
acceptance submission to Ofgem




Post Identify the key performance measures stakeholders would like us to use to 2022
submission: monitor progress against our promises

Stage 6:
Business Plan
monitoring

Post Provide an update on our progress in delivering the Business Plan, our 2023
submission: performance against key output measures and identify areas of emerging

Stage 7: stakeholder interest or concern

Business Plan
performance
review

Figure 3.18 stages of our stakeholder engagement process for RIIO-ED2

0 Sy nt hialeicdléction and management of stakeholder feedback

3.67.  The engagement which has shaped our RIIO-ED2 business plan has been significant. It has
featured a range of methods and stakeholder involvement, and has been influenced by insights
from additional external research and internal performance monitoring. Because of this, it has
been essential to build the plan with stakeholders in stages, to allow the findings from each
stage to influence and form the foundations for the next.

3.68. We have put systems in place to collect and organise:

The sources of information including engagement and research
The stakeholders with whom we interacted
The feedback gathered

3.69.  This resulted in synthesis reports which were published at the end of each of our five
engagement stages. The reports summarised the views expressed and indicated how the
synthesised feedback from each completed stage would shape the next stage of engagement.
These reports, which were independently compiled by Sia Partners, were then passed to the
CEG to be scrutinised, clarified and challenged to ensure key feedback was not left out. The
reports demonstrated:

The chronological stage at which customers and stakeholders influenced the development

of the Business Plan and inwhatway (e.g. brain storming high |level p
piece of paper6 or signing off specific service
How viewpoints compared across different segments and how the feedback collected was

used by WPD to come to a final proposal.

3.70.  The reports enabled stakeholders to review the consolidated feedback at a single source,
making it possible to track our transparent co-creation process from the engagement conducted,
to the feedback collected, and finally to the decisions made in response. This included areas of
conflicting stakeholder feedback which required further engagement to arrive at a compromise
view.



Our engagement timeline and key activities

3.71.  To date, we have engaged more than 9,600 external stakeholders on our plans for RIIO-ED2.
Engagement has spanned stakeholders from across the knowledge and interest sectors under
the headings of expert; interested; limited knowledge and future customer. Engagement carried
out with stakeholders from specific sectors was never carried out in isolation. We share the
feedback collected with stakeholders from the other sectors, and use the feedback gained to
inform the content of our future engagement.

—_— Detailed pamning
WPD ED2 Engagement Programme — POt ayiens
—_— Triangulation (synthesis reporf)
— EX

Deliverable (synthesis reporf)

2021

Q1 Q2 Q3 Q4
Stage 1: Preliminary ) e & « Outcomes
engagement Ppu— v . - « Priorities
-, G s e Preferred service
;.‘,'__ < —'7‘—;: @ ImpfOYmm‘a’Eas
P 4 - > 1# draftof
O ————— F— commitments (costed)

R £ 4 2°< draft of
p———% Eg commitments

o e = @ Stakeholder
g Ry - w approval

Iccepiance testng

Figure 3.19 Engagement programme

3.72.  Examples of how our engagement methods are tailored to stakeholder knowledge and interest
level can be found in the following tables. The level of stakeholder is indicated in the last
column based upon the key below:

Key 1 Stakeholder Level

- Expert
- Interested
Limited knowledge

Future customer
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Total engaged

Stakeholder
Expertise
Level

Engagement
method

Stakeholder groups

RE] involved / targeting

Description

Customer

Wor kshops with WP
panel of 38 expert stakeholders,

Domestic, business,
connections, emergency
resilience, healthcare,

Stage 1: preliminary
engagement

Stage 2: willingness to pay

Stage 3: BP development

Stage 4: BP refinement

Stage 5: Acceptance testing

1 |Collaboration with representatives spanning all | government, utilities, academic 36 ) 38 ) TBe
Panel WPDb6s key stakehol| institutions, fuel poor and
vulnerable
Events with expert stakeholders to
explore topics in greater depth
. and practical considerations and
TOpI(_:-_ implications to be addressed. e.g. Connections, vulnerable
specific Vulnerability stakeholders; EV customers, electric vehicles,
2 |bilaterals and |stakeholders (e.g. motorway environment, future energy 1187 - 740 | 11 | TBC
expert service operators). Example scenarios, community energy
workshops forums include: Community etc
energy workshops, connections
surgeries and future networks
events
Connections
Custqmer Wor kshops with WP Customers, developers,
Steering panel of 40 expert connections distributed generation,
Group and stakeholders and 58 Distributed community energy,
3 |Distributed Generation owner/operators, with Independent Connection 98 - 98 - TBC
Generation a broad representation of Providers, Independent
owner connection Distribution Network Operators,
Operator stakeholders consultants and utilities
Forum
Bilateral meetings with every local
LOCha| _ authority and Local Enterprise
authority Partnership in our region to have "
4 |local energy |in-depth discussions on local L(’Ecrile?urtg%”ggisgg';ogal - - 130 | - |7
plan energy strategy, scenarios and P P
bilaterals projected low carbon technology
and generation uptake volumes
Domestic, small businesses,
Qualitative workshops in a major (_elnelrgy lljserti’ p.?."Sh
Co- ti stakeholders with reasonable " . '
o-creaton levels of knowledge and interest in charities, connections
5 |stakeholder WP D 6 N X providers, community energy 330 - 393 | 222 | TBC
kshops . )OS oper ations. groups, developers, trade
workshop identify priorities from scratch and il i
co-create draft commitments to associations, utiies,
address these universities, environmental
groups, storage providers,
energy aggregators
Innovative approach where all Domestic, small businesses,
stakeholder s are sent major energy users, parish
document sin advance. WPD then councils, local authorities,
) deliver a series of 2-3 minute consumer interest bodies,
Consultation |quick-fire presentations on every charities, connections
6 |60 s pr i nt|keypriority area, followed by providers, community energy - - - 86 | TBC
workshops guantitative voting on every WPD groups, developers, trade
proposed commitment (levels of associations, utilities,
ambition, overall acceptability and universities, environmental
stakeholder requirements for groups, storage providers,
alternatives). Then a series of energy aggregators
54
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breakout discussions for
stakeholders to suggest
alternatives

Sessions to provide stakeholders
withanover vi ew of WH

Domestic, small businesses,
major energy users, parish
councils, local authorities,
consumer interest bodies,

charities, connections

7 |Webinars Business Plan, how to respond providers, community energy - - 86
and to invite questions and groups, developers, trade
clarifications on the content associations, utilities,
universities, environmental
groups, storage providers,
energy aggregators
Local Local authorities, vulnerable
network Sessions hosted at local depots customer representatives,
8 |investment for key stakeholders with a community groups, emergency 229 206 - TBC
and net zero |regional planning focus services, non-profit
workshops organisations and charities.
Independent Connection
Workshop will be aimed at a P_rov_ider_s (ICPs), Independent
; : Distribution Network Operators
ICP/IDNOs connections customer audience, (IDNOs), local authorities
9 conference to discuss in particular RIIO-ED2 Local Enter'prises Partnershi'ps 89 53 - TBC
priorities, electric vehicles and distributed generation !
local infrastructure plans
customers, developers and
major users.
) Conferences held in different
Social locations aimed at vulnerable Charities, local authorities,
10 |obligations customer representatives to parish councils, non- 53 57 - TBC
conferences |di scuss WPD6s soc Government organisations
strategy and programme delivery.
Conferences and workshops
EV aimed at local authorities and the
staff responsible for planning and
11 conferences implementing their electric vehicle Local authorities - 550 - TBC
and plans - to discuss and support
workshops | pjanning for current and future EV
charging infrastructure projects.
Qualitative workshops in a . .
roundtable format, with Drgg?grsgﬁgmaﬂsgu;measrsisﬁ’
stakeholders with reasonable I i Iggal auth’opr)ities
levels of knowledge and interest in ggﬁgﬁﬁér interest bodies'
Strategy WPDos operationsa charities, connections
12 [development create WPD strategies and specific providers cé)mmunity energy - - 257 | TBC
commitments/action plans for '
workshops RIIO-ED2 in particular relation to: groups, _de_veloper_s_,_trade
associations, utilities,
DSO; Innovation; Environment; universities, environmental
Connections; Vulnerability; groups, storage providers,
Digitalisation energy aggregators
Domestic, small businesses,
major energy users, parish
councils, local authorities,
Seeking views on consumer interest bodies,
Written Busine;s Plans_via set questions charities, connections
13 Itati and voting. Options for providers, community energy - - 141 | TBC
consultations | giakeholders to submit responses groups, developers, trade
online, via email or post. associations, utilities,
universities, environmental
groups, storage providers,
energy aggregators
55
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Replicated WP D 6 sto-facece
creation workshops online, with
the presentations filmed, followed

Domestic, small businesses,
major energy users, parish
councils, local authorities,
consumer interest bodies,

Online . . charities, connections
14 |engagement ?r}é:.frspn?:togurzgtlitﬂsC|:t1 r%lr;?)?endd providers, community energy 222 - 126 | 41 | TBC
portal using Twitter, LinkedIn and grgizz’cgii\:ﬂ:p&riﬁ’ﬂgsde
invitations sent to all registered ) g ' '
stakeholders universities, environmental
' groups, storage providers,
energy aggregators
Permanent online community with .
representatives spanning a range Anybody_who has Feg'S‘efed an
; interest in the business via our
of customer demographics, age, website with targeted outreach
gender and location. Particular to specific demgographics as
i ; R - - TBC
15 |Online Panel Losceurscﬁgtgﬂgfgta%d;;;”e end r_equwed. The qverall objective 82 82
businesses. Promoted is to have a fair and balanced
prominently to all customers on representation across
WPDo6s homepage. geography, age and gender
Telephone surveys with randomly
Quantitative |selected customers as part of well-
research ?sltlabl?sheddsatiffagtion sutrvetys
) ollowing a day-to-day contac .
16 Séurvteys . |with WPD regarding the Priority Custom;{jall;c:/#slnerable 100 - - - TBC
USTOMErs IN fgeryices Register. Questions
vulnerable independently designed with
situations Accent to ensure they are neutral
and non-leading.
Telephone surveys with randomly
o selected customers as part of well-
Quantitative |established satisfaction surveys
research following a day-to-day contact
surveys - with WPD regarding the major . .
h 9 - - - B
17 Major connections applications (+4 Major connections customers 273 C
connections |homes and above). Questions
customers independently designed with
Accent to ensure they are neutral
and non-leading.
Telephone surveys with randomly
L selected customers as part of well-
Quantitative |estaplished satisfaction surveys
research following a day-to-day contact
18 [surveys i with WPD regarding the Distributed generation 64 B ) I .
Distributed distributed generation customers
generation connections. Questions
customers independently designed with
Accent to ensure they are neutral
and non-leading.
Text message sent to every WPD
Power cut customer as part of the power cut
19 |follow-up follow-up service, containing an All WPD customers affected by 131 ) ) ) TBC
invitation and link to participate in loss of supply
Surveys a series of survey questions on
WPD6s website
Six discussion groups with end-
user, bill paying customers and
customers of the future. Enabled End-user bill paying domestic
participants to spontaneously customers and future users 1
Social value / | raise their priorities of WPD and ensuring balanced
willingness within 5 key service areas, identify representation in terms of
20 |to pa underlying initiatives. Test the gender, region, urban/rural, age ) 48 3 T8¢ | TBC
P .y . understanding of key actions and socio-economic
qualitative ahead of quantitative survey background.
workshops testing with a wider pool of
customers, ensuring the Businesses i small, medium
measurability and and large
outcomes/benefits of potential
WPD actions are clear
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Social value /

Quantitative, stated preference
research to obtain customer
willingness-to-pay (WTP) values
for potential service improvements
and initiatives. Majority via online
surveys, but 100 in-home
interviews conducted to ensure

985 - End-user hill paying
domestic customers and future
users i ensuring balanced
representation in terms of

focus groups
i future
customers

comprehension session, extended
priorities sessions, app-based
tasks, and deliberative tasks. Co-
creation sessions were then held
to begin drafting commitments in
customersd own wo

students (living in halls, house
shares or at home), first
jobbers (living at home or
flat/house shares)

Figure 3.20 Core stakeholder engagement activities
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3,528

1,236|2,577|2,331

willingness  |robust representation from d : ban/rural
21 |[to pay customers who are typically gen ea:hzjeggz?(‘)-l:arc::o#'i?’ age - 1188 - TBC | TBC
quantitative harder to reach and ‘ background
surveys underrepresented on commercial '
panels (i.e.: those in the lowest 203 - Businesses i small
socio economic grouping (E), di dl '
those at the extremes of the age medium and farge
spectrum (over 75s and under 25s)
and those who are digitally
excluded.
Identify short and long term
customer requirements, from a
wide cross-section of
representative end users,
including future. It will scope out

) customers6 curren Household, non-household,
Multi-phase [ (uninformed and, thus, vulnerable (including
deliberative, [uninfluenced by any specific WPD | representative sample of over

22 |qualitative plans) as well as checking these 75s, struggling, in debt, low 50 - 50 - TBC
focus groups |against previously established income, BAME communities)
i end users priorities. It featured a
comprehension session, extended Future customers
priorities sessions, app-based
tasks, and deliberative tasks. Co-
creation sessions were then held
to begin drafting commitments in
customersd own WO
Representative sample of
customer base that meets a
number of demographic and
behavioural qualifiers including;
Panels of representative end user age, gender, race, variance in
Citizen cus_tome_rs that wi_II undertake needs and habits, customer in
23 deliberative exercises on awide vulnerable situations, PSR 75 - - - TBC
Panels range of topics throughout the customers, a mix of socio-
entire business planning process. | economic circumstances, a mix
of future and existing
customers
Future customers
A series of surveys and
consultation questions posed via All WPD customers. The
Twitter, Facebook and LinkedIn, overall objective is to have a
24 |Social media |also containing an invitation and fair and balanced 509 - - 1487 | TBC
link to participate in a series of representation across
survey questions geography, age and gender
website.
Scope out custome
priorities (uninformed and, thus,

. uninfluenced by any specific WPD Higher education students
Multi-phase | pjans) as well as checking these (those in Sixth Form or higher
deliberative, |against previously established education colleges and living at

o5 qualitative priorities. It featured a home), further education ) ) 54 i TBC




Social value research

3.73.  As asocially responsible company, it is essential we deliver services that are valued by our
customers. To achieve this, we must first devise a robust way of measuring value. We
commissioned PwC to conduct research into existing methods of measuring social value across
a range of sectors. In 2020, we joined forces with the other DNOs to develop a system of
measuring value that can be applied by all networks and arrive at consistent measures of the
value delivered to customers as a result of our actions, combining social value proxies, social
return on investment studies and bespoke social value research.

3.74.  Where social proxy values do not currently exist, are out of date or do not reflect the specific
outcomes WPD intended to deliver as a result of our own bespoke commitments and activities,
WPD has commissioned additional dvillingness to pay6research to provide a view on social
value. We do this for two reasons:

I To establi sh a ¢ uWhere axsociabvaluepsralready known via the
agreed methodology developed by DNOs (e.g. the value of contacting a vulnerable
customer to provide advice), this will give a value for a single unit of activity. For
example, the value of one customer being added to the Priority Services Register (PSR)
(i.e. £1 for 1 customer, or £30,000 for 30,000 customers). What this does not give is a
viewoft he number of these activities that custome
additional @villingness to payoresearch can therefore test options for the volume of
6unitsd we could deliver (e.g. how much do you
the PSR). Doing so would help to establish a preference for the level and scale of
activities we deliver, which can then be applied to the already known social value in
order to determine an overall benefit to customers as a result of our specific action.

Il To establish a value: If a social value does not currently exist, this research can help
to derive a social value.

3.75. I'n the case of t fndlindnessto paydresedhth Befesnineswatial value by
asking customers to make a series of trade-offs between different levels of potential service
delivery and to indirectly assign values to the preferred outcomes they would like us to deliver.
They do so via techniques that are broadly recognised as best practice in this research field
(utilised across the regulated energy and water sectors) and delivered by an independent
research expert, Accent. This includes dMaxDiff modellingéand @ontingent valuationéquestions,
where respondents are asked what they would be prepared to spend to achieve a range of
different outcomes. In reality, we are not asking customers to pay more to fund these activities,
but we are using their responses to the hypothetical question of how much they would be willing
to pay to gauge the value they place on the range of potential actions we can deliver.

3.76.  We do not use the results in isolation, nor as a blanket justification to include commitments
within our Business Plan. We have used this data to calibrate the scale of our Business Plan
commitments in light of the value customers place on certain activities. It helps us to consider
the relative priorities between action areas within the plan and to refine final ambitions that
deliver the most effective social value for our customers relative to the cost of delivery. It
enabled us to compare and contrast actions within different output categories and then to
calibrate the scale of ambition and expenditure in line with customer feedback. For example,
where there are a range of options under consideration which all respond to stakeholdersd
qualitative feedback, a factor including very high social value may influence the scale of action
we propose.

3.77.  While all potential Business Plan outcomes may have value to customers, the focus must be to
reveal priorities and rank potential activities and commitments. We have used this insight to
inform our commitment levels, balancing expenditure and time constraints with stakeholder
feedback.



High-level social value research

3.78.  Working with market research company Accent, we held focus groups, followed by in-depth
surveys with 1,188 customers, including domestic (885) and businesses of varying sizes (303).
This was a statistical exercise in which customers made choices relating to priority areas.

3.79.  The objective was to understand the priority given by customers to different areas of the
Business Plan. These weretakenf r om t he synthesised feedback from
Prel i minar y.Thisgaesewassscrutidised by the Customer Engagement Group to
ensure appropriate attributes were selected and no key areas of stakeholder priorities were
overlooked. In all cases, stakeholders were given current performance levels as context against
which they could compare these potential improvement actions.

3.80. Intotal, 24 attributes (potential actions) were tested. Examples include:

Mean social value
(expressed as a proportion of

Attribute Description . .
their average annual domestic

Protect people who can't afford to adequately heat their homes from
being disadvantaged in the future
Identify and help people who can't afford to adequately heat their homes

Protect customers' data from potential cyber attacks
Provide proactive support and information to vulnerable customers

. £1.11
during power cuts
Provide support and information to vulnerable customers to help them £1.38
be more resilient to potential power cuts .
Improve the identification of customers potentially vulnerable during a £1.38
power cut .
Reduce the number of environmentally harmful leaks of greenhouse £1.26
gases/oils from WPD's equipment :
Support communities to install low carbon technologies such as £1.19
community solar panels or community wind turbines )
Ensure \_fulnerable customers only have to register once for all utility £1.15
companies
Protect WPD's electricity network against cyber attacks £1.13
Pay customers to use less electricity at peak times £1.10
Reduce the number of unplanned power cuts £0.99
Future proof the network by ensuring any work done doesn't need £0.92
replacing before 2050 :
Proactively provide affected customers with relevant updates during £0.90
power cuts :
Working with local communities to achieve net zero carbon emissions £0.88
targets :
Sl?educe the number of customers who have 12 or more power cuts over £0.85

years

Reduce the average length of time of power cuts £0.81
Reduce the carbon emissions from WPD's transport fleet £0.79
Improve the quality of supply by reducing flickers and dips £0.71
Provide more charging points and greater network capacity to ensure all £0.67
customers can switch to electric vehicles when they are ready to do so :
Communicate the benefits/costs of low carbon technologies to help £0.64
customers switch ;
Help local authorities and communities switch to electric vehicles on a £0.53
mass scale )
Make WPD's offices and local depots carbon neutral by 2050 £0.53
Encourage people into a career in engineering and increase the diversity £0.48
of WPD's workforce ;

Figure 3.21 Summary table of results i high-level social value findings (September 2020)



3.81.

3.82.

3.83.

3.84.

The subject areas were tested first by qualitative focus groups, to make the language and
context easier for respondents to understand. We then conducted quantitative surveys, asking a
broad cross-section of customers to state their preferences.

The results revealed the most highly valued focus areas and helped us to decide on our first
proposed actions and expenditure in each area. For example, qualitative co-creation workshops
highlighted deducing the number of SFes leaks from equipmentfas a key environmental priority.
To address this, we had several options, from seeking to remove SFs from the system
altogether to enhanced monitoring and risk registers. However, the costs and scale of these
activities could differ widely. To help arrive at an appropriate level for our first draft commitment
proposals (for stakeholders to then consider, debate and refine), we used the social value
attributed by our customers to identify the scale of our initial proposals and the associated costs
in our first draft Business Plan.

In general, the attributes tested received notable positive social value. Consumer vulnerability,
cyber and environmental initiatives broadly gained the greatest support and valuation from
customers. Vulnerability was the single stand out area most valued by domestic customers with
five out of six top valued attributes.

Indications of customersépriorities have been taken into account throughout the Business Plan
process. For exampl e, 6 ad(@aluedsastR.00ywas nealy twige@yiraportant 6

anactonas6ensuring PSR customers only have to registe:]

uti |l ity (vauedabfi.il5issod the scale of our first draft outputs were recalibrated to
reflect this.

Detailed social value research

3.85.

As part of WPDO&6s Business Plan refinemdat process,

second stage of social value research with customers to test the draft core commitments we are
proposing. This will seek to measure the value to customers of delivering the intended positive
outcomes of each action, including the value of options to do more or less than the initial level
proposed. This exercise will help us to arrive at more specific commitments and performance
targets, prioritising those with the highest intrinsic value to customers. The findings will be
reported on and incorporated into our third draft Business Plan in July 2021.

Dealing with uncertainty in RIIO-ED2 7 the role for stakeholder
engagement

3.86.

3.87.

3.88.

As WPDo6s overall stakehol der engagement strategy
continually evolves to meet the changing needs of our customers. We have robust mechanisms

to identify new, emerging and evolving stakeholder types (and a proven track record of doing

this) and we have a strategy for delivering tailored engagement for these audiences.

This core strategy will continue and will be valuable in ensuring we continually update our
insights from stakeholders in relation to net zero. There are a number of core commitments
proposed within this second draft Business Plan and the wider commitments contained within
the narrative that will ensure we deliver robust engagement with stakeholders to shape our
investment decisions. For example, we propose to engage every local authority in our region
annually to understand their existing local energy plans, as well as to provide support for those
that need help to develop such plans for the first time. We will host a series of local network
investment surgeries in each of our regions, as well as specialist connections surgeries each
year i both of which will deliver insights specifically on the investment requirements resulting
from customers seeking to connect low carbon technologies to the electricity grid. These will be
hosted at WPD Distribution Area level (30 areas in total), enabling us to build a strong
understanding of regional and local variation in investment need.

The annual publicati on of WPD6s Distribution Future Energy
consultations, will provide further opportunity for stakeholders to engage with us on a range of

(o]

S



3.89.

factors key to the delivery of net zero. The DFES will provide stakeholders with an annual view
of the impact of LCT uptake should this begin to move at a pace greater than first predicted
(which could result in the application of a net zero reopener). Finally, WPD will continue to host
annual flagship workshops for wider stakeholders.

In addition, in our final Business Plan we will publish standalone strategies for DSO
(incorporating our approaches to investment, scenario planning and flexibility for example). This
will require specific engagement actions to create and update this strategy annually. This will
maintain a line of sight to the evolving requirements of stakeholders which will inform any
potential decisions associated with the need for a net zero reopener.
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4. Our Core Commitments

Summary

4.1. This section details what we intend to deliver in RIIO-ED2 based on feedback from our
stakeholders. We have created an ambitious and challenging programme of activity which
focuses on delivering excellent customer service and operating an environmentally sustainable
network while keeping bills affordable for our customers.

4.2. Our plan is underpinned by 58 core commitments which have been identified by stakeholders as
their key priorities and will be reflected across all aspects of our Business Plan. Core
commitments include actions funded by customers and key regulatory obligations.

4.3. In addition to these high level core commitments, we have drawn up a number of wider
commitments, which will enable us to achieve our core commitments and deliver on the
promises we made to stakeholders in response to their detailed feedback.

Meet the needs L. Deliver an
Maintain a safe .
of consumers P —— environmentally

and network sustainable
users network network

WPD must deliver a high WPD must deliver a safe ~ WPD must manage the
quality and reliable service ~ and resilient network that is  impact of its activities on the
to all network users and efficient and responsive to  environment and enable the

consumers, including those change transifion towards a smart,
that are in vulnerable flexible, low cost and low
situations carbon energy system for all
consumers and network
users

Figure 41 Of g e m6 sEDRhigh @vel output categories

4.4. Our core commitments are separated into three high level categorieswhi ch al i gn wi th Of
output categories.

4.5. These are: to meet the needs of consumers and network users, maintain a safe and resilient
network and deliver an environmentally sustainable network.

4.6. Our performance against these core commitments will be measured annually and will be used
to ensure we are delivering what we said we would do. As well as reviewing our progress each
year, we will establish an independent RIIO-ED2 Plan Delivery Challenge Group to hold us to
account on behalf of our customers. The group will ensure that we keep on track to deliver our
commitments.

63
WPD Business Plan 2023 i 2028 Second draft i March 2021



4.7. As a business, we need to be dynamic in the way we adapt to changes. This means that, while
we have established a strong understanding of current requirements, we will need to ensure
that we respond to changing needs. That is why we will continue to engage actively with our
stakeholders throughout RIIO-ED2 and adapt our plan where necessary to address any new

priorities.

Our RIIO-ED2 core commitments highlights

4.8. Below we have highlighted some of key commitments we will deliver in RIIO-ED2.

9 out of 10

on average for
customer
satisfaction

Lowest ever
power cut
levels

improve the current
average customer
experience of one
power cut lasting 24
minutes, every two
years

Ready for up to
1.5 million
electric vehicles

- affordable low carbon
technology
connections when
required by our
customers

Figure 4.1 RIIO-ED2 key core commitments
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1.2 million

customers in
vulnerable
situations offered a
smart advice plan
every two years

70 schemes

benefitting 8,260
Worst Served
Customers

Net Zero by
2028

for WPD’s own
business carbon
footprint, and ready to
enable local authorities
to achieve net zero by
as early as 2030
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113,000

fuel poor
customers
supported to save

£60 million

School
children safer
at 780 sites

by undergrounding,
insulating or diverting
overhead lines
crossing school play
areas

Community
Energy
Surgeries

to be held for local
energy groups




4.9.

4.10.

4.11.

412

4.13.

4.14.

4.15.

4.16.

4.17.

We are committed to providing excellent customer service. We will continue to build on our
success in RIIO-ED1 to ensure we maintain and improve our high levels of customer service.
Customer expectations have significantly increased in the last five years and we anticipate that
this will continue throughout RIIO-ED2, especially as the way customers use the network (e.g.
connections of electric vehicles), seek data and information (e.g. digitalisation and all data
presumed 06 expeetinétgntareeaous information and proactive alerts significantly
increases. To this end, we have set the ambitious target of achieving an average customer
satisfaction rate of at least 9 out 10 when dealing with WPD including across the entirely new
services that will emerge as a result of the shift to a net zero future.

We are also committed to looking after our vulnerable customers. We have over two million
customers on our Priority Services Register who benefit from additional support during power
cuts. We make contact with these customers every two years to check they are receiving the
services they need from us and to ensure that our contact records are up to date. We propose
to support 113,000 fuel poor customers, helping them to save more than £60m by working with
our partner organisations over the RIIO-ED2 period.

Electricity is critical to enable all of us to go about our daily lives. That is why we strive to restore
supplies as quickly as possible, when power is interrupted. We will continue to build on the
success of RIIO-ED1 by ensuring we improve on our current performance where on average
our customers have one power cut every two years lasting 24 minutes. We will also undertake
70 schemes to improve the network reliability for 8,260 of our Worst Served Customers.

COVID has impacted everyone, with some people suffering hardship. We have therefore

supported60 0, 000 customers in our communiti-es through o
Communi t y CONMD fund, hedping local organisations to reach out to those hardest hit

by the pandemic. For RIIO-ED2, we are committed to allocating a minimum of £1m a year to

continue to support local communities through this funding.

As part of our commitment to safety, we will carry out a critical project during RIIO-ED?2 to divert,
underground or fully insulate overhead lines crossing school playing areas. Although we are not
aware of any incidents where our equipment has caused harm to school children, we are
choosing to take action to mitigate any potential risk.

Cyber security is one of the items at the top of our agenda. We will conduct a continual

assessment of potential cyber threats to ensure we have cyber security systems in place to

protect our customersd data and tabesattdclehgsuard t he n
criminals become more sophisticated, it is our responsibility to invest in effective solutions to

rule out potential threats.

As we move towards net zero, we must make sure our network is ready to support our

stakeholders with the connection of electric vehicle charging points, heat pumps and renewable

generation. Leading by example, we will focus on reducing our own business carbon footprint

(excluding losses) by 2028. We 6 r e al r eady wo rcarbon fleet bfoehiblesimalke a non
our buildings more energy efficient and reduce our own electricity consumption, amongst other

initiatives. Wewillal s o use 0of f sneluding funding trée planting @ supporéng

local photovoltaic installation schemes for the fuel poor. These local projects will benefit

communities as well as the environment.

Stakeholders have also asked us to support the creation of community energy projects across

our region. To do this, wedl| be holding community
appointments with our expert advisers to learn more about community energy and how to get

their own schemes up and running.

To deliver our commitments, it is important to have dedicated and talented staff. We have a
highly skilled workforce which will continue to evolve during RIIO-ED2 to meet the needs of our
stakeholders. We aim to attract innovative and talented individuals with diverse views and
backgrounds who are able to reflect, and respond to, the needs of our customers. We strive to
create a culture in which everyone shares our commitment to excellent customer service and
the delivery of our outputs, and where everyone feels able to contribute. We want our staff to be
proud to be part of WPD.



A full list of our RIIO-ED2 core commitments

4.18.  The following tables provide a summary of all 58 of the core commitments, which are then
described in more detail later in this chapter.

1. Meeting the needs of our consumers and network users

1.1 Customer Service

Change since first
draft Business Plan Positive impact for
(following stakeholder customers
feedback)

Stakeholder feedback in
response to our first draft
Business Plan
consultation*

Core commitment

*Please note: where options for the level of ambition within our commitments were offered, there
were five choices. Where support for a single option is significantly above 20% therefore, this
represents a significant consensus.
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1.2 Customers in vulnerable situations

Change §|nce ISt S Stakeholder feedback in
draft Business Plan Positive impact for

response to our first draft
(following stakeholder customers P .
feedback) Business Plan

consultation*

Core commitment

*Please note: where options for the level of ambition within our commitments were offered, there

were five choices. Where support for a single option is significantly above 20% therefore, this
represents a significant consensus.
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1.3 Connections

Change since first
draft Business Plan Positive impact for
(following stakeholder customers
feedback)

Stakeholder feedback in
response to our first draft
Business Plan
consultation*

Core commitment
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*Please note: where options for the level of ambition within our commitments were offered, there
were five choices. Where support for a single option is significantly above 20% therefore, this
represents a significant consensus.

1.4 Social contract

Change since first Stakeholder feedback in

draft Business Plan Positive impact for response to our first draft

(following stakeholder customers Business Plan
feedback) consultation*

Core commitment

*Please note: where options for the level of ambition within our commitments were offered, there

were five choices. Where support for a single option is significantly above 20% therefore, this
represents a significant consensus.
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2. Maintaining a safe and resilient network

1 Network resilience

25

26

27

28

29

Core commitment

Deliver improved network reliability where
on average power cuts are better than one
interruption every two years lasting 24
minutes.

Restore 87% of HV supplies within one
hour.

Improve service for 8,260 worst served
customers by undertaking 70 schemes
(removing all 6,870 customers defined as
worst served by the RIIO-ED1 definition)
and carry out further improvements.

Invest £190 million per annum to improve
the overall health of the network and
report annually to stakeholders on the
impact of our investments.

We will undertake 110 flood defence
schemes to mitigate the risk that our sites
become inoperable due to flooding and
engage key stakeholders to reduce the
need for new assets in flood risk areas.

Current
RIIO-ED1
performance

On average
customer
experience
one power cut
every two
years, lasting
24 minutes

>85%

48 schemes

£202 million
per annum

Flood
defences at
72 substations

Change since first
draft Business Plan
(following stakeholder

feedback)

V Clearer outcome

~

C Increased ambition

~

C Increased ambition

E No change

C Increased ambition

Positive impact for
customers

Customers receive a highly
reliable supply of electricity,
delivering our lowest ever
power cut levels.

Minimising the disruption and

inconvenience to customers,

by restoring power as quickly
as possible

Significantly improved supply
reliability for customers who
have experienced a poorer
service (higher volumes of

power cuts) than the average.
Improvements will result in

less inconvenience and
disruption for customers.

Reducing the risk of
unplanned power cuts by
improving the reliability of our
network by replacing
equipment in the poorest
condition.

Improve the resilience of the
network to severe flooding,
therefore reducing the risk of
power cuts and disruption to
customers.

Stakeholder feedback in
response to our first draft
Business Plan
consultation*

92% support for this
commitment. Stakeholders
challenged WPD to quantify
the improvements that will be
offered

The greatest proportion (52%)
supported a less ambitious
target of 86%. However, a
sizeable proportion (42%)

wanted to see improvement,
and a majority of 55% of
surveyed end-user customers
agreed wanted to be more
ambitious

A very high proportion (67%)
of stakeholders requested
greater levels of ambition with
the greatest proportion (57%)
favouring this new proposed
commitment. An even higher
volume of end-user
customers (64%) agreed.
Stakeholders felt the impact
on overall worst served
customer levels could be
made clearer

The greatest proportion (52%)
supported this ambition level.
The importance of reporting
on the outcomes was
emphasised, once a measure
has been agreed with Ofgem

Whilst 43% of stakeholders
favoured unde
schemeso, a hi
of stakeholders (47%) voted
for WPD to go further.
However, there was no
consensus on the precise
level. WPD has picked the
mid-point option of 110
schemes, as more customers
wanted to see a lesser
commitment than those
supporting the maximum level
of ambition (125 schemes).

*Please note: where options for the level of ambition within our commitments were offered, there
were five choices. Where support for a single option is significantly above 20% therefore, this
represents a significant consensus.



2.2 Business IT Security and Cyber Resilience

Change since first

Current X T Stakeholder feedback in
. draft Business Plan Positive impact for )
Core commitment RIIO-ED1 _ response to our first draft
(following stakeholder customers )
performance feedback) Business Plan
consultation*
As per
commitment
Reduce the risk of data loss or network (Additional Personal customer data will
interruption from a cyber-attack by expenditure in O S p— 96% support for this
30 continually assessing emerging threats in ~ RIIO-ED2 is E theprisk of power cuts as 2 commitment. No notable
order to enhance our cyber security proposed to No change p alternatives requested.
systems T result of cyber-attacks.
increasing
threats)
As per
L commitment L )
Enhance the resilience of our IT network (Additional We minimise the risk that we
security through increased levels of threat expenditure in will not be able to operate the 96% supnort for this
a1 monitoring, prevention, detection and RTIO ED2 is E No ch network and provide our commitm:npt Ny——.
alerting systems, including upgrading our ronosed to 0 change typical service to customers alternatives-re —
disaster recovery capability to ensure presp il because of disruption to our q '
continuity of our operations. ) P . IT systems.
increasing
threats)

*Please note: where options for the level of ambition within our commitments were offered, there
were five choices. Where support for a single option is significantly above 20% therefore, this

represents a significant consensus.

2.3 Safety

Core commitment

Current
RIIO-ED1

performance

Change since first
draft Business Plan
(following stakeholder

feedback)

Positive impact for
customers

Stakeholder feedback in
response to our first draft
Business Plan
consultation*

Deliver safety action plans informed by
32 two Safety Climate Surveys with all our
staff and contractors during RIIO-ED2.

Send electrical safety education packs to
every primary school in WPD's region in
33 RIIO-ED2 and educate at least 80,000
children per year via direct learning to
keep them safe.

Reduce the risk of injury or harm to
children by delivering 780 schemes (43%
of total locations) to underground, insulate
or divert overhead lines that cross school
playing areas, targeting the highest risk
sites first

New

62,500 per
year

New

A

C Increased ambition

A

C Increased ambition

V Clearer outcome

WPD will have a safe and
healthy workforce to enable
us to maintain our services
for customers.

Keep children safe around
our electricity equipment and
reducing the risk that they
could come to harm.

Reduce the risk of harm to
the general public, in
particular younger children.

94% support for this
commitment. But several
stakeholders asked for
greater ambition than one
survey every five years

58% of stakeholders wanted
to see further ambition, with a
very high proportion of 49%
supporting the maximum level
of ambition (80,000 children a
year). Many stakeholders
stated that this number
needed to be placed in
context and that WPD should
be offering to support all
primary age children

The greatest proportion (57%)
supported this ambition level.
This was lower amongst end-
user customers at 42%.
Stakeholders wanted to see
this commitment placed in
context of the total sites to be
addressed, with assurance
that the highest risk schemes
will be addressed first.

*Please note: where options for the level of ambition within our commitments were offered, there
were five choices. Where support for a single option is significantly above 20% therefore, this

represents a significant consensus.



2.4 Work e resilience

Core commitment

performance

Change since first
draft Business Plan
(following stakeholder

feedback)

Current

RIIO-ED1 Positive impact for

customers

Stakeholder feedback in
response to our first draft
Business Plan

Demonstrate exceptional and embedded
35 employment practices by achieving gold
accreditation with Investors in People by

the end of RIIO-ED2.

Achieve year-on-year improvements to the

levels of diversity within the business and

publish an annually updated Diversity and
Inclusion Action Plan.

Customers receive excellent

- C » service as a result of a
Increased ambition  nstiyated, highly-skilled and
knowledgeable workforce.
Improve the quality and
tailoring of our services by
New C Increased ambition having a workforce that

reflects the diversity of the
communities we serve.

consultation*

The largest proportion (48%)
agreed with WF
commitment (silver
accreditation). However, a
significant proportion wanted
WPD to be more ambitious in
this area (44%) and an even
greater number of end-user
customers agreed (60%), with
40% wanting to see the
maximum level of ambition.

97% supported this
commitment, but stakeholders
wanted to see that it
translated to year-on-year
i mprovements

diversity metrics

*Please note: where options for the level of ambition within our commitments were offered, there
were five choices. Where support for a single option is significantly above 20% therefore, this

represents a significant consensus.

3. Delivering an environmentally sustainable network

3.1 Environment and sustain

ility

Core commitment

Achieve net zero in our internal business
carbon footprint by 2028, following a
37 verified science based target to limit the
climate impact to of our activities
(excluding network losses).

89% of commercial van fleet to be non-
38 carbon vehicles by 2028, lowering annual

transport emissions by 10,050 tCO2e

(tonnes of carbon dioxide equivalent).

Install renewable local generation at all
39 suitable offices and depots with a
capability to save 3000 MWh per year.

Change since first

Stakeholder feedback in
response to our first draft
Business Plan
consultation*

A very high proportion (80%)
of stakeholders wanted to see
further ambition, with 52%
supporting the maximum level
of ambition (net zero by
2028). 61% of surveyed end-
user customers agreed.

While 40% of stakeholders
favoured the lower ambition
(replacing 79% of the fleet)
55% wanted to see greater
ambition of some kind.
However, there was no
consensus on the precise
level. WPD has picked the
midpoi nt opti o
commercial va
the two higher ambition
options, more customers
wanted to see a lower
commitment than those

supporting the maximum level

Current . S
draft Business Plan Positive impact for
RIIO-ED1 :
(following stakeholder customers
performance
feedback)
Accelerate a reduction in
— C " carbon emissions to minimise
Increased ambition our impact on climate
change.
Accelerate a reduction in the
A carbon impact of our
New C Increased ambition transport fleet in the areas
where our customers live and
work.
Ensure the delivery of our
operations and services for
V customers is carried out in an
New Clearer outcome

environmentally responsible
way, with all WPD sites run
on clean, green energy.

of ambition (
fleetd).

95% supported this

commitment, with no notable
suggestions for alternatives.
However stakeholders wanted

the impact of these
installations to be better



Reduce leaks from fluid filled cables by

o .
50% by 2028 and replace 90km of the SOl

to 20,213 A

40 worst leaking circuits with non-oil . C Increased ambition
S : litres lost per
alternatives; putting WPD on target to car
remove all oil-filled cables by 2060. Y
Deliver a 20% reduction in SFs losses from Leakage rate
RIIO-ED1 and collaborate with industry of 0 20/9 of the ~
41 partners to develop technological totc;xl SOF on C Increased ambition
alternatives to reduce overall volumes of . °
WPDb&s s\
SFs on the system.
Achieve zero waste to landfill by 2028
(excluding hazardous waste) and deliver
42 an overall 30% reduction in tonnage waste 10-20% C Increased ambition
produced (per £ total business
expenditure).
Remove up to 50km of overhead lines in A
43 29km C Increased ambition

Areas of Outstanding Natural Beauty.

Significantly reduce the risk of
harm to the local ecology and
protect habitats and specifies
in the regions we operate in.

| mprove WPD?
footprint by reducing the risk
of leaks from environmentally
har mful gases
equipment.

Ensure our services for
customers are delivered in an
environmentally responsible

way, reducing the carbon

impact of our operations.

Improve the visual amenity of
the landscape in beauty spots
across our operating region.

quantified to ensure this is a
meaningful action and not
6greenwash

43% of stakeholders
supported a 50% reduction
and 46% supported greater
ambition to replace 90km of

the poorest performing
cables. Stakeholders
commended the focus on
leakage reduction, but some
cited the need to work
towards removing oil from the
system entirely

The majority of stakeholders
wanted to see greater
ambition, with 44% supporting
the maximum level of
ambition (20% reduction).
10% wanted to suggest an
alternative commitment i
which was relatively high
compared to other
commitments. When probed,
most stakeholders just sought
greater clarity to understand
the scale of the problem.
WPD was encouraged to
work with industry partners to
develop ways to eliminate the
need for SFs in the future.

62% of stakeholders wanted
to see greater ambition in
relation to waste reduction
with 49% favouring a 30%

reduction and 69% favouring

zero waste to landfill. 52% of
surveyed end-user customers
agreed.

Stakeholders were not in
agreement on this topic. 39%
favoured targeting 40km of
undergrounding, yet 33%
wanted the maximum level of
ambition. Of the 8%
suggesting alternatives, whilst
the suggestions were non-
specific they all emphasised
the importance of doing more.
Amongst end-user customers
there was clearer consensus,
with 70% wanting to see
maximum ambition. We have
therefore proposed an
increase in the scope of this
commitment

*Please note: where options for the level of ambition within our commitments were offered, there
were five choices. Where support for a single option is significantly above 20% therefore, this

represents a significant consensus.



Core commitment

Create and implement simple, fair and
transparent rules and processes for
procuring flexibility services and
introduce a customer satisfaction monitor
to measure the effectiveness of our
actions.

Encourage the development of flexibility
markets by producing and sharing
45 forecasts of flexibility requirements in
order to undertake a flexibility tender
every 6 months.

Maximise the efficiency of the existing
network and keep costs to customers low
by adopting a dlexibility firstopolicy for all
load related reinforcement decisions, with

conventional reinforcement used only

where flexibility is not viable.

46

Ensure capacity availability to enable net
zero to be achieved across our regions
47 sooner than 2050 (some areas as soon as
2030), in line with the ambitions of
stakeholders in each region

Ensure WPD is able to connect up to 1.5
million electric vehicles and 600,000 heat
pumps. Make it as easy as possible for
48 customers to connect LCTs, such that
WPD connects 6% more than the national
average in the UK (prorated by number of
customers).

74
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Current
RIIO-ED1
performance

New

Annual

New

New

New

Change since first

draft Business Plan
(following stakeholder
feedback)

z

E No change

V Clearer outcome

V Clearer outcome

A

C Increased ambition

Positive impact for
customers

Expand the roll out of
flexibility services by making
it as easy as possible to
provide these services. This
will help to maximise the
efficiency of the existing
network, avoiding the cost to
customers of carrying out
conventional network
reinforcement.

Provide advanced sight and
greater certa
flexibility requirements so that
providers can better plan
ahead and make longer-term
investments to be able to
provide these services

Choosing the most effective
option to provide required
capacity will minimise
network costs for all
customers.

Support the UK's net zero
aspirations and the
government's ten point plan
by ensuring the electricity
network is capable of
achieving this well ahead of

thegover nment 6
target of 2050 for those local
authority regions that plan to

do so.

Customers can easily
connect low carbon
technologies without delays
due to a lack of available
network capacity.

Stakeholder feedback in
response to our first draft
Business Plan
consultation*

94% support for this
commitment. No notable
alternatives requested.

93% support for this
commitment. Of the 7%
suggesting an alternative,
most wanted the outcome to
be clearer, with no notable
specific alternatives raised

95% support for this
commitment. Of the 5%
suggesting an alternative,
most wanted the outcome to
be clearer, with no notable
specific alternatives raised

Stakeholders requested a
separation be
own achievement of net zero
(based on our business
carbon footprint) and the
actions we will take to enable
local regions to achieve net
zero overall, by dates much
sooner than the government
target of 2050. There was
acknowledgement that local
authorities are going at
different paces and not all will
be ready by 2030, but WPD
needs to be able to provide
sufficient capacity for those
that do. Almost all
stakeholders felt that 2050
was much too late and WPD
had a key role to drive earlier
achievement.

A very high proportion of
stakeholders (72%) wanted to
see greater ambition, with
62% favouring WPD
connecting 06

the national
Stakeholders felt that high
volumes of LCTs are
essential in RIIO-ED?2 if the
UK is to successfully
transition to net zero as early
as possible. A quality, simple
service is therefore essential
to encourage adoption of
LCTs



Improve the accessibility and usefulness
of data, enabling it to be tailored to
individual customer needs and in the
49  format of their choosing by making 60% of
WPD's network data available via an
interactive API (Application Programming
Interface).

0% of network
data via an
API

Annually update the Long Term
Development Statement and a Network
50 Development Plan to ensure future
investments are identified to facilitate
decarbonisation across local areas.

Annual

Deliver low carbon planning that aligns
closely with the energy plans of local
regions by engaging with stakeholders
51 and the Electricity System Operator to
update WPDo6s Distribt
Scenarios for all four licence areas every
12 months.

Annual

Hold 90 Local Energy Surgeries per year
(three in each WPD operating region) for
local authorities, supporting them to
develop their local area energy plans.

52 >10 per year

Undertake three whole system
collaboration schemes with other DNOs
and the ESO to enable our customers to

benefit from lower electricity network and
53 system costs by ensuring transmission
and distribution solutions are considered,
assessed and selected for implementation
based on total electricity system costs
regardless of where the solution sits.

New

V Clearer outcome

V Clearer outcome

A

C Increased ambition

~

C Increased ambition

~

C Increased ambition

Easier automatic access to
network data, with the ability
to tailor data requests to the

customerds
requirements and in a format
of their choosing.

Provide advanced sight and
greater certa
network capacity so that
customers planning new
connections can better plan
ahead and make longer-term
investments.

By creating more accurate,
detailed scenarios with
customer input we can deliver
an efficient and economic
network ready for the future
needs of our customers.

Helping local authorities and
developers to create local
energy plans that are
achievable and help to deliver
a network ready for the
future.

Looking across the wider
energy system to provide
capacity for the future needs
of our customers in the most
efficient way.

43% of stakeholders
supported this level of
ambition.

95% support for this
commitment. No notable
alternatives requested.

52% of stakeholders
supported this level of
ambition.

65% of stakeholders wanted
to see greater ambition, with
49% supporting this
commitment level (90
surgeries per year).

While the most supported
individual option was to
deliver two collaboration

schemes (39%), the majority
of respondents did want to
see greater ambition (51%).
However, there was no
consensus on the precise
level. WPD has picked the
mid-poi nt optio
schemeso, as
higher ambition options, more
customers wanted to see a
lower commitment than those
supporting the maximum level
of ambition.

*Please note: where options for the level of ambition within our commitments were offered, there
were five choices. Where support for a single option is significantly above 20% therefore, this
represents a significant consensus.

3.3 Innovatio

Current
Core commitment RIIO-ED1
performance
For each innovation project, we will
undertake a cost benefit assessment and
carbon analysis. We will ensure roll out
54 Y New

into business practice to improve
efficiency and effectiveness of assets,
operations and customer service.

Change since first
draft Business Plan

(following stakeholder
feedback)

V Clearer outcome

Positive impact for
customers

Successful innovation is
quickly rolled out across the
business to improve day-to-

day operations to improve
WPDoés efficie
quality of service for
customers.

Stakeholder feedback in
response to our first draft
Business Plan
consultation*

95% support for this
commitment. Of the 10%
requesting alternatives, the
importance of achieving net
zero well ahead of the
governmentds
were re-stated. In particular
stakeholders stated that
decisions regarding
innovation projects should not
be based solely on cost
benefits, but also the
consideration of the
environmental and carbon
reductions they could
achieve.



Stakeholders accepted that in
general there may be a need
for costs to increase in order
to deliver on
aspirations. However, across
several commitments
stakeholders sought clarity on
how the actions we take will
improve the efficiency of our
operations. They therefore
wanted assurances that our
first priority will always be to
pursue efficiencies and
innovative approaches to
achieve more for less cost,
and therefore any increases
in customer bills would only
be necessary as a last resort.

Helping customers to
decarbonise their lives and
reduce household total
energy costs.

We will deliver service improvements to
55 drive business innovative efficiencies to
assist our customers reduce overall
energy costs.

New

*Please note: where options for the level of ambition within our commitments were offered, there
were five choices. Where support for a single option is significantly above 20% therefore, this

represents a significant consensus.

3.4 Community energy
Stakeholder feedback in

Current Change §ince first -
RIO-ED1 draft Business Plan Positive impact for response to our first draft
(following stakeholder customers .
performance Business Plan
consultation*

feedback)

While the most supported
individual option was to
deliver 30 events per year
(41%), a greater proportion of
respondents did want to see
greater ambition (55%).
However, there was no
consensus on the precise
level. WPD has picked the

Core commitment

Community groups with less
knowledge and expertise of
the connectionsdprocess
receive tailored support to
develop their schemes and
connect to the network. This

Hold 60 Community Energy Surgeries for
local Community Energy groups per year

5g andprovide adedicated contact fromWeD C »
that stakeholders can work with to pery Increased ambition  €oN! : )
. will increase their confidence . . .
develop schemes and provide support . mid-poi nt option
. and understanding of our N
through the connections process. . a year6, as of
processes, so that they find it L. .
. . ambition options, more
easier to gain access to our
customers wanted to see a
network. .
lower commitment than those
supporting the maximum level
of ambition.

97% support for action in this
area. Stakeholder feedback
specifically from community

energy groups and their
representatives highlighted
they can face reinforcement
o costs that make their projects
WPDb6s support . proj
) unviable, because of the
groups will extend beyond L .
. ) additional time and lack of
just helping them to connect o )
ability to move projects to

Our local Community Energy

A

to the network, by working in

where there is available

Representatives will work collaboratively
57 with community and local energy
stakeholders to develop tailored
connection and flexibility offers.

collaboration to help WPD to
develop innovative, tailored
solutions that benefit these

C Increased ambition
capacity. They therefore
suggested that WPD should
commit to working

collaboratively with

New

76
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types of connecting customer.

community and local energy
stakeholders to develop
tailored connection and
flexibility offers that recognise
the business case of the
generation asset.



Facilitate access to funding streams by

providing support to community energy

groups when making submissions to our
calls for ideas.

New

Support community energy
schemes with viable and
ambitious low carbon
schemes to secure funding to
make them a reality

Community energy
stakeholders requested that
WPD offer seed funding to
newly emerging community
energy organisations to help
them set up and help engage
the hardest to reach
customers, as this would
accelerate a just energy
transition.

While regulatory rules
preclude this and dictate that
WPD must act as a neutral
market facilitator, we can
seek to act on this feedback
by proactively supporting
community energy
stakeholders to access
funding streams.

*Please note: where options for the level of ambition within our commitments were offered, there
were five choices. Where support for a single option is significantly above 20% therefore, this

represents a significant consensus.

Key:
E No change
C Increased ambition

V Clearer outcome

7
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Meeting the needs of customers and network users

Delivering the service that our customers expect

419.  Our vision to be world class in power delivery The independent auditor said
drives our key goal of delivering consistently fi St afempaoavered to contribute to the
excellent customer service i @irst Time, Every improvement of operations and
Time6- which is the central thread running through | Procedures and it was clear from
the heart of our operation and is firmly embedded discussions and observations during the
in our culture. Our continued excellent visit that staff feel their contributions to
performance in the RIIO-ED1 customer service delivery are highly valued. Staff
satisfaction measures i with average satisfaction are proud to be part of an organisation
above 8.9 out of 10 - demonstrates this with such an outstanding reputation for
commitment. This is also supported by the views customer service.o

of our stakeholders and independent assessment.

4.20. During RIIO-ED2, our focus will be to maintain customer service excellence in a highly dynamic
operating environment with rapidly changing and increasing customer expectations.

4.21.  We understand the importance of being transparent and we welcome and encourage our
customers and stakeholders to hold us to account and measure us against our peers and the
wider industry. It is equally important that WPD continues to improve, adapt and refine its
customer service provision by using feedback from customers and measuring its performance
against those customer expectations and our peers.

4.22.  We have a proven track record of doing this. Over the last five years, we have seen a significant
shift in consumer expectations, driven in part by experiences in other sectors (e.g. the impact of
online shopping and delivery services leading to a desire from customers for a more
instantaneous service that they can track at every stage). In our sector, we have seen this
translate into an expectation for more timely updates and information across all service areas,
more proactive contact and a wider range of channels to suit the range of communications
preferences of our customers. We have successfully adapted to this change. While the Institute
of Customer Service reports that customer services across the UK is at its lowest level since
2015, as companies try to keep pace with growing customer expectations, WPD has shown
significant adaptability. Our average customer satisfaction score i which has been number one
in the industry since 2013 - has not only been maintained but has continued to increase every
year.

4.23.  As we look ahead to RIIO-ED2, WPD will need to continue to innovate and work hard to
improve our service delivery, simply to maintain these exceptionally high current levels of
service and ensure there is no regression (as seen across the wider UK). For example, we
expect customer expectations to continue to increase: the shift towards a net zero future, which
stakeholders expect WPD to achieve way ahead of the go v e r n m2050ttaégst, will result in
huge volumes of | ow carbon technologies connecting
could see up to 2,000 applications a week from domestic connections for heat pumps and
electric vehicles. As such, we will need to develop the knowledge and expertise of our customer
service teams, as well as to create a range of self-service tools to enable the rapid turnaround
of applications and enquiries.

4.24.  The transition to a smart, flexible, low carbon network will bring significant change and
uncertainty and an even greater need for excellent customer service. The new services and
interactions we will introduce during the transition must deliver the same excellent experience
for customers. That is why we need to measure this effectively, allowing us to identify
opportunities for improvement and assuring our customers of our unwavering commitment to
provide the highest levels of service.

4.25. More generally, as we adapt the network to become a smarter, more dynamic energy system, it
is essential that no customers are left behind in this transition, particularly those in vulnerable
situations. As a result, we must develop new capabilities to deliver bespoke advice, support and
service offerings to enable customers to participate in smart energy services, including flexibility



markets. Our commitment in RIIO-ED2 to improve customer satisfaction further and to maintain
an average rating of 90% or higher, across all key service areas (including separate reporting
for key new delivery areas including low carbon technology connections) should be recognised
as highly ambitious.

4.26.  Our stakeholders have consistently asked us to be a leading voice, representing their views at
industry level, with the regulator and the government. To be most effective, we must be able to
do this from a position of leadership and
trust, delivering industry-leading customer BMCS - average RIIO:ED1 weighted score
service and demonstrating our customers by DNO group
can trust us to do the right thing. 8207

4.27.  During RIIO-ED1, we have recorded the  °*° | mumm
highest average customer satisfaction of -
all the DNOs in Ofge
of Customer Satisfaction (BMCS). 860

4.28.  We have delivered consistent, 8.40
exceptional customer satisfaction
performance throughout RIIO-ED1. In 8.20 1
Of gemb6s BrurafdusMme s
Satisfaction, WP D&s overal |l 3% 0 ot  Dno2 | DNO3 | DNO4 | DNOS
satisfaction for the last five years is
8.98/10 (or 89.8%). In a separate index,
the Institute of Customer Service (ICS) reports that their top rated member companies in the UK
for overall customer satisfaction are John Lewis (85.3% or 8.5/10), Nationwide (84.4% or
8.4/10) and First Direct (84.2% or 8.4/10).

Figure 4.3 Broad Measure of Customer Satisfaction

4.29. Independent accreditation provides both a useful assessment and an opportunity to identify
further improvements. We have been certified by the Customer Service Excellence standard
since 1992 (it was previously known as the Charter Mark). Each year, an independent assessor
carries out a rigorous audit including a two day visit and assesses our performance against set

criteria. Each areaisawardedoneof f our rati ngs: -Wwidedesppractieece Pl usbd
6Complianced; O6Part iColmpCaoammiciedncddm; 20r20 Nowre achi ev
6Compliance Plusd ratings (the top UK performer ou

non-compliance.
Our customer service outputs for RIIO-ED2

What our stakeholders said about customer service

Stakeholder Top Priorities

1 Customer service during power cuts is very important and remains a core priority for
stakeholders.
2 ‘ Timely, clear communication is considered vital for customers, especially during power cuts.

Stakeholders want WPD to offer a wide range of communication channels to suit the
3 preferences of different customers. WPD must ensure it maintains the same quality of
performance regardless of the method of contact a customer chooses.

Improving information provided during planned power cuts, as well as unplanned incidents, is
also very important to stakeholders.
Figure 4.4 Stakeholder top priorities for customer service

1N

Customer satisfaction

4.30.  We will improve our average customer satisfaction to 9 out of 10 or higher across all key
services i delivering leading performance in Ofgemé s Br oad Measure of Cust ome
(BMCS). We have consistently delivered industry-leading performance i n BMCH e md s



survey and will continue to do so by refining and improving activities in response to survey
feedback and our stakeholder engagement programme.

4.31. In order to achieve this overall satisfaction level it will be essential to closely monitor changes in
customer expectations and demonstrate adaptability in our service provision throughout RI1O-
ED2. For example, there may be long term impacts of the Covid-19 pandemic that may change
customer expectations with regards to the timing of planned works activities (in light of an
enduring increase in homeworking), whilst entirely new services may emerge as a result of the
transition to a smart energy future. In all cases, the outcome of achieving a minimum of 90%
customer satisfaction will ensure that WPD continues to deliver an exceptional overall customer
experience; responding quickly to any such changes in our operating environment by making
quick and effective alterations to our policies and processes.

Maintain a 90% customer satisfaction score across all key services
areas with separate reporting for emerging technology customers.

4.32.  Asincreasing numbers of electric vehicles and heat pumps are connecting to our network, we
must ensure that we maintain service levels in this area, facilitating the transition to net zero.
We wi | | achieve this by measuring customersd satis
provide to those looking to install low carbon technologies.

Customer Service Excellence (CSE) Standard and British Standard for Inclusive
Service Provision

433. The CSE standard focuses on the quality and breadt
processes and procedures, including our approach to stakeholder engagement and the outputs
and customer service improvements it leads to. Through independent evaluation of our
performance, the standard drives continuous improvement and encourages the development of
new, inclusive services to suit the individual needs of customers.

4.34.  We will achieve full compliance with the CSE Standard and undergo rigorous external
assessment and benchmarking every year to evaluate our performance in relation to
accessibility, customer service and stakeholder engagement. This is crucial to ensure we
continue to improve and provide the best possible service for customers.

4.35. The CSE Standard provides a level of independent scrutiny and perspective that goes beyond
simple validation. This challenging feedback is fundamental to the process of identifying service
improvements and innovations.

4.36. In addition, the Briti sh St andard Instituteds accreditation for
(BS18477) assesses WPDo6s ability to recognise and
vulnerability and deliver inclusive, accessible services for all. At WPD, we want to be the best,
not just within our industry but when benchmarked across UK companies, so this scrutiny and
challenge is imperative. An annual review of all our new processes and procedures is
undertaken. This not only provides indmigeghulent ass
it drives improvement via expert feedback based on the assessor's view of companies across
the UK. We will therefore continue to provide a wide range of inclusive customer contact
channels and accessibility tools, and maintain full compliance with the British Standard for
Inclusive Service Provision every year.

Achieve full compliance with the Customer Service Excellence
Standard and British Standard for Inclusive Service.



Telephone response

4.37.  To provide good customer service, it is essential that we enable customers to talk to us and get
the response they need. That is why we have highly trained customer service advisers in our
own Contact Centres, ensuring customers can talk to us in person. Stakeholders tell us that
being able to speak to a call-taker in person is still a high priority and that failure to get through
can be very frustrating. Ourinrhouse tel ephony platform prevents an)
ended6é, and means that cust oadesershavether call dinswerece t o s pe
in an average time of under four seconds. We will continue to operate regionally based, in-
house Contact Centres with good staffing levels to provide a high quality service and fast
response. We have a strong track record of answering calls quickly and will continue to uphold
this.

4.38.  When experiencing exceptionally high call volumes, we increase the number of advisers
available by using trained staff from across the company to maintain service levels and quality
of response. Trained advisers are also able to take calls at home, in the event of bad weather.
Our home working capability ensures we can increase the number of advisers quickly and at
short notice.

4.39.  Abandoned calls arise when customers decide to hang up before they speak to an adviser.
This typically occurs when customers are being kept on hold for a long time. Our policy of
answering calls quickly results in less than 1% of calls being abandoned.

Answer calls within an average of four seconds and maintain an
abandoned call rate of less than 1%, within our UK-based, in-region
Contact Centres.

Social media response

4.40. Increasingly, customers choose to use alternative means of communication, including social
media. We have responded by developing new channels of communication, which share the
same ethos as our telephone response, providing the same quality of service and quick
response times.

4.41.  We will continue to expand the use of social media as a means of contact and customer
interaction, ensuring that response times and service quality are of an exceptional standard.
Based at our in-house Contact Centres, our dedicated team of social media advisers enables
customers to talk to us around the clock, using the platform of their choice. These now include
Twitter, Facebook, WP D &Gmart device app, WPD Power Cut Reporter app, text message,
website, info email, WhatsApp and Webchat. We respond to all social media enquiries in an
average time of less than five minutes, and to Webchat within 45 seconds.

4.42.  We will continue to identify where improvements can be made to maintain our response times
as well as providing ongoing training for our staff and using the latest technology to issue
automated messaging during power cuts.

Respond to social media enquiries within five minutes and Webchat
enquiries in less than a minute.



Communications during power cuts

4.43.  Customer feedback highlights the importance of regular and accurate information during power
cuts. That is why we will continue to provide restoration times and progress updates on every
planned and unplanned outage using a range of communication channels. We will provide
customers with information on every outage, contacting them proactively using their preferred
method of communication whethert hat i s cal | back, text message, Wi
device apps.

4.44. We will also provide accurate information on all network outages using our online power cut
map and the WPD smart device apps, enabling customers to access information for themselves
as well as setting up and receiving bespoke alerts. We will use feedback from customers on
each of these service channels to develop further improvements.

Create an online viewer to provide greater insight on the planned
work activity and interruptions on our network.

Rapid resolution of customer complaints

4.45.  Although we strive to deliver excellent customer service at all times, there are occasions when
we will fall short of what our customers expect. In these instances, it is very important that we
act swiftly to resolve the matter to the customer 6
these instances to avoid any future repetition.

4.46.  Our track record during RIIO-ED1 has been strong in this area, outperforming our RIIO-ED1
target for resolving complaints in one day. To maintain this performance, and build on an
achievement that is so important to our stakeholders, we must continue to focus on this area.
Thatiswhy wedre committed tQfgemg standagls ahducontinuiagrto t han t he
deliver industry-leading performance for our customers.

4.47. We are committed to ensuring that our staff contact the person making the complaint at the
earliest opportunity to fully understand the nature of the issue and to seek to resolve it to the
cust omer 6s satisfact i onWead cooprittacrésblwng 3% ofgustenser b | e .
complaints within 25 days which is six days fewer than the standard expected from Ofgem.

4.48. In our first draft Business Plan consultation, 94% of stakeholders supported this commitment
and the target level of 90% of complaints resolved within one day. While commending our
existing performance, stakeholders requested a stretching target for 99% of complaints to be
resolved, to be achieved around one working week earlier than the Ofgem target of 31 days.

Core Resolve at least 90% of complaints within one day and resolve 99%
Commitment 6 of complaints within 25 days.

Guaranteed Standards of Performance awareness

4.49.  Guaranteed Standards of Performance (GSOPSs) set out the minimum service standards that
DNOs must meet under Ofgemds regulatory framewor k.
must be made to the customer. GSOPs cover the provision of connections, supply interruptions
and response to problems including voltage complaints.

4.50.  Where we are aware of a failure, a payment will be made without the need for a customer to
make a claim. However, stakeholders are not always aware of the framework of GSOPs or how
and when they may apply to the services they receive. Because of this, we are committed to
increasing awareness and knowledge of GSOPs.



Customer vulnerability

4.51.

4.52,

4.53.

4.54.

4.55.

4.56.

4.57.
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Customer vulnerability presents itself in many different ways and means that some people are
more dependent on essential services for support. Examples of vulnerable customers might
include a young person with autism living independently for the first time, a lone parent with very
young children or someone with a critical medical dependency on electricity.

We currently support around 1.5 million vulnerable customers a year through proactive power
cut information and advice, fuel poverty guidance and by identifying hard-to-reach customers
who are encouraged to join the Priority Services Register for the first time. Our stakeholders
consistently tell us that providing support for customers in vulnerable situations should be a key
priority for us.

Vulnerable customers often face additional challenges including difficulties with the costs of
household utility bills. In RIIO-ED1, our stakeholders made it clear that we should use our
interactions with customers to identify and provide help and support to those struggling with fuel
poverty. As a result, we have significantly expanded the support given to those dealing with fuel
poverty and, by working with trusted partners, have been able to deliver significant savings of
£27 million for over 70,000 customers so far during RIIO-EDL1.

Vulnerable customers are also at risk of missing out on benefits associated with the shift to a
smart energy system, which is necessary to achieve net zero. We are committed to ensuring the
energy transition is just and fair, and that no customer is left behind.

Our established customer vulnerability strategy has been key to delivering successful outcomes
for customers. Our aim is always to deliver tangible actions, outputs and benefits for customers.

The core strategy has been

f . § Support customers in vulnerable situations
updated and refined each year in 8| by maintaining a high quality, accurate and expansive Priority Services Register (PSR)

i i E | (A free, confidential register of customers in vulnerable Situations wh ire priority assistance
partr)ershlp with our _stakeholders : & oo, conflentl rog Customers n winerable uations whrequre piory asoisanc
and is subjected to rigorous o o temporary/ransient vilnerabiity. WED's PSR Curently Contains 1.9m customers)
external assessment and scrutiny
each year. This has led to @
significant additions to the strategy, § il
including a greater emphasis on & of vuincrability
addressing fuel poverty and
protecting the interests of Use local Build Innovate Identify existing, Develop
vulnerable customers during the T e "o ety e

knowledge. = system appropriate together to to either
smart energy transition. Col\\:mrgte tgesrhg;r:e data. welfare aerrl\?icea, supgpon hard- boost direct
with the wider Use this data to reflecting our to-reach areas participation
. industry where increase PSR deepening with the highest or share the
The clarity of our strategy ensures possblefor  sign-upswith  understandingof  ratesoffuel  benefits without
that It iS understood by everyone at consistency WPD directly customer needs poverty the need for action
. 1 1 1 1 1
WPD. As a result, the strategy is e — Understand
I Referral Bespoke, customer needs
becoming more deeply embedded elevant e — Sauses of sl i
in all our operations and means that accediiation  fotargetthe  contact during to lower their
all staff have an awareness of the e e e Ot o Endi0end gemend
..................................................................................... ownership for i
work we can do to support the Expert Reguiar Embed everyreferal ey senvices
. ) external contact with Our approach oo with others
vulnerable. This extends from field training existing with Scalgup s
i PSR all staff and embed Enable
teams working on the network, to customers successhupiors  Paricipation in
. exiDie ens
staff handling customer calls and § 1 1 1 ' o
innovation engineers delivering 3 S Gollaborate withthe e e e
schemes for a low carbon future. b4 widerangeor  healthcare sector, e.g. hospital joined up to ensure
contributory tm;’:‘sa’:;:z;agz:::m action with the energy
fact t ther utiliti ki ition is fai
Most importantly. the strateay must winerabilty vonsss: | totoducethe  and accesaible
. p . y’ . gy includir!g digital Help create Work with new number of
remain effective and fit for purpose. exclusionand | L e  technology  contactsfor
. . . those living in suchas Alexa  customers and Educate
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Figure 4.5 Supporting customers in vulnerable situations
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Our customer vulnerability commitments for RIIO-ED2

What our stakeholders said about the customer vulnerability and fuel poverty

Stakeholder Top Priorities

Make sure no one is left behind in the transition to a smart network, especially customers in
vulnerable circumstances and in fuel poverty

Develop and continue to expand partnerships with carers and charities including Citizens
Advice

Facilitate better data sharing and work towards creating a centralised PSR

Educate customers and raise awareness of the PSR, using a range of methods, to increase
the number of people signing up

Work with Ofgem to allow data to be safely shared with other utilities

o oA W DN

Provide funding and increase the support given to referral networks

Continue to identify vulnerability by working with partners including local authorities, disability
forums and health and social care providers

Figure 4.6 Stakeholder top priorities for customer vulnerability

Maintain a Priority Services Register (PSR)

4.58. The PSR is crucial to our work to support vulnerable customers during power cuts. It is also the
basisforouri ni ti atives to help increase customersd resi
problems they may have with energy affordability.

4.59.  The effectiveness of the PSR and its role in helping us to look after our vulnerable customers
depends on its accuracy. Our dedicated PSR data cleanse teams are trained to give specialist
advice to PSR customers when contacting them to update their records. They proactively
contact one million customers in vulnerable situations each year.

4.60. We will also use targeted social media campaigns, working with local agencies, including those
in the health sector, to broaden awareness and increase understanding of the PSR among the
vulnerable and those who support them.

4.61.  Stakeholders responding to our first draft Business Plan consultation have placed a significant
priority on WPD carrying out our PSR data cleanse via a high proportion of direct, in-person
telephone conversations (rather than via letters or text messages). They see this as vital to
enabling a bespoke conversation to tailor advice to the individual needs of each customer,
moving beyond an exercise simply to update records by using the opportunity to deliver
specialist support. By conducting direct calls, this provides an opportunity to explore wider
associated factors with customers, including support they may require in relation to fuel poverty
and, in light of the shift towards net zero, to support their active participation in smart energy
services. INRIIO-ED1,ar ound 3 0% of WHPHSBR sustonens is ancattempt to
make direct telephone contact. In our first draft Business Plan consultation, 83% of stakeholders
wanted to see this volume increase.

Proactively contact over 2 million Priority Services Register
customers once every two years (with 60% via direct telephone call)
to remind them of the services we provide and update their records.



@®ne stop shopodfor Priority Services customers

4.62.

4.63.

4.64.

4.65.

4.66.

4.67.

We will develop cross-referrals with partner agencies to ensure customers only need to register

with one agency to benefit from the services of multiple agencies. Thanks to a network of over

150 partner agencies and other utilities, we will be able to increase data sharing and achieve a
6owstepshopd service for vulnerabl ewhlaensdurmgedlr s wi s hi
General Data Protection Regulations requirements are met.

In our latest consultation, stakeholders strongly supported this action, but suggested that it
should be extended beyond utility companies to also include telecommunication providers.

Achieve a 'one stop shop' service so that customers only have to
join the Priority Services Register once to be registered
automatically with their energy supplier, water company and gas
distributor. We will engage to extend this to telecommunication
companies where possible.

Our consumer vulnerability data mapping enables us to see where potentially high volumes of
vulnerability align with gaps in our PSR take-up. As part of our strategy, we will reach out to
trusted local agencies which can help to extend our support to these areas, ensuring more
comprehensive coverage.

To provide bespoke support for customers and increase the reach of our programme, we must
locate the hardest to reach and most in need, establishing effective, trusted contact through a
single point and continually improving the accuracy of the data we hold.

ng

Stakeholders place a significantimportance on WPD6s wor k with partnershi

identify those in need of support. In the first draft Business Plan consultation. When feeding

back on an initial proposal to identify 30,000 new customers for the PSR each year, the majority

of stakeholders felt WPD should go further, with 38% requesting that WPD identify a further

50, 000to6kacttdé vulner abl e c ueacouwagecthes to@ia cuhPSR.eAar and
even higher proportion of end-user customers (57%) supported this level.

Covid-19 was seen as a factor in increasing the number of people likely to need support. In
addition, stakeholders wanted WPD to be clearer on the impact the identification of new
customers for PSR would have on the total people requiring support but not currently registered.

Ensure a minimum of 40% of total customers eligible for the
Priority Services Register (PSR) are registered (by identifying
50,000 hard-to-reach customers each year to join the PSR).

Customer Vulnerability Action Plan

4.68.

4.69.

While we have already developed a Customer Vulnerability Strategy highlighting our

commitment to vulnerable customers, we have been challenged by stakeholders to go further

when it comes to identifying vulnerability. In response to this, we will work with expert

stakeholders, including our Customer Collaboration Panel and referral partners, to refresh our
definitions and under st andi n gcreatd an awbitidusagnua b i | i t y 6
action plan to develop new, innovative outreach initiatives for the vulnerable and fuel poor.

We will also hold annual consumer vulnerability workshops to engage these expert stakeholders
and work with them to develop our understanding of vulnerability, share best practice and
understand the priorities which need to be addressed. We will also use this engagement to
collaborate on the annual update of our Customer Vulnerability Strategy.



Customer resilience (to power cuts)

4.70.

4.71.

4.72.

Vulnerable customers often need extra support during a power cut. That is why we are
committed to developing innovation trials to understand how the opportunities presented by new
technologies, including smart networks and low carbon technologies, can be used to provide
increased resilience for customers in vulnerable situations.

We will also provide advice on what to do in a power cut, including promotion of the105 power
cut phone number. We will measure referrals to the PSR arising from these initiatives.

We plan to work with expert stakeholders to develop resilience planning specifically targeted at
premises including care homes, refuges and shelters providing care for the vulnerable.

Partnerships, outreach services and fuel poverty

4.73.

4.74.

4.75.

Our stakeholders have made it clear that we should continue to use the partnership hub model
to deliver customer outreach schemes. They have challenged us to increase the number of
partners we work with, broadening the scope of our support interventions, particularly when
enabling customers to access opportunities presented by smart low carbon initiatives.

Our work to support those in fuel poverty through a network of referral partnership schemes has
already helped 70,000 customers to save £27 million so far in RIIO-ED1. Stakeholders have
asked us to continue to offer this service in the communities we serve. To increase the impact of
our support services, stakeholders have asked us to prioritise the identification of fuel poverty,
helping us to understand more about the circumstances which can lead to customers struggling
with their bills. By doing this, we will be able to identify customers who may be affected, refining
the scope of support and our ability to target those in greatest need.

In RIIO-ED2, we are committed to supporting more than 113,000 fuel poor customers to save
£60m. We 6 | by dedetoping & riargye of tools to increase our understanding of fuel poverty
and to identify customers impacted, enabling us to target our outreach services most effectively.
This will include engagement with our partners and other expert stakeholders to share best
practice and increase understanding of circumstances leading to fuel poverty and the support
which can be provided. Our annual consumer vulnerability workshops will provide the platform
to collaborate with stakeholders and co-create the areas of our consumer vulnerability strategy
dealing with fuel poverty. We will also update our data mapping to improve the granularity and
detail of fuel poverty indicators to support the effective targeting of outreach services.

Support over 113,000 fuel poor customers to save £60 million on
their energy bills over RIIO-ED2.

Protect the interests of vulnerable customers in the switch to a smarter network

4.76.

4.77.

4.78.

We are committed to delivering a fair and just transition to a smart network and net zero carbon
economy. Our stakeholders are very supportive of our robust and ambitious plan which ensures
those who are vulnerable or in fuel poverty are not left behind and are able to access the
opportunities to reduce costs.

We are committed to identifying how vulnerable customers can participate in a smart low carbon
future and remove any barriers to entry. We will use a consumer classification model to
recalibrate our existing partner outreach schemes to provide more holistic support to the
vulnerable and fuel poor, particularly in relation to the smart energy transition.

Once we have developed the range of capabilities to support customers in vulnerable situations
during the smart energy transition, stakeholders want us to roll this out to as many customers as
possible. We will utilise our contact with PSR customers every 24 months, of which 60% will be
attempted over the telephone. This will give offer customers the opportunity to develop a smart



4.79.

4.80.

energy plan tailored to their circumstances and to be referred to a range of expert partner

agencies delivering enduring support to enable them to participate in smart services, including

flexibility markets. In our first draft Business Plan consultation, 97% of stakeholders supported

the development of a model to understand the needs and capabilities of customers in vulnerable
situations, and 47% backed the idea of supporting the maximum number of customers (resulting

in an increased target from 20% to 60% of WPDO6s

Develop a model to identify the capabilities of vulnerable
customers to participate in a smart, low carbon future and offer
60% of PSR customers specific support and education.

We are committed to providing education and support for consumers and stakeholders to
encourage everyone to embrace the opportunities offered by the smart energy transition and
low carbon economy.

We will ensure all WPD innovation schemes take into account the possible effects on vulnerable
customers. We also want to design innovation schemes which will enable communities and the
fuel poor to benefit from the use of smart systems and low carbon technology.

Take a leading role in a coordinated approach with a range of
industry participants (including funding for collaborations with
community energy stakeholders) to share best practice and co-
deliver schemes to ensure vulnerable customers are not left behind
by the smart energy transition.

PS



Connecting to our network

4.81.

4.82,

4.83.

4.84.

4.85.

4.86.

4.87.

4.88.

4.89.

As a licensed distribution network operator, one key area of responsibility is to provide new and
augmented connections to the electricity network. Each year we build the electrical
infrastructure and end connections to feed approximately 40,000 new premises, across four
distribution service areas.

Our network must support a wide range of connection types including predominantly demand
premises in the form of housing developments and retail and industrial units and also generation
premises that export energy by harnessing various forms of energy including solar, wind and
hydro.

We also modify and upgrade existing connections to cater for customerséongoing needs,
whether they need an increase in supply capacity, perhaps to cater for new machinery or
equipment, or want to make a change to the operational characteristics by installing generation
capability at a demand site.

Regardless of the type of connection, all our customers want to be able to connect to the
network in accordance with their timescales and operational requirements. In order to do this,
the customer must have sufficient and appropriate information to help them understand and
assess the connection options open to them.

We will continue to deliver the excellent customer service that customers seeking electricity
connections have come to expect. This means a fast and efficient connections service from a
customero6s initial application, through to
want more information before their application, as well as regular contact throughout the
process and feedback following connection. These are areas that we are already working on
and will continue to focus on in RIIO-ED2.

The connection of new customers sometimes requires network reinforcement which may involve
significant cost and delays. We have introduced alternative connection solutions (including
Active Network Management) which enables connections to be made more quickly and for a
lower cost, and where the customer agrees to the possibility of some form of curtailment when
the network is operating at full capacity. Customers need to know what alternatives may be
available to enable them to make an informed choice.

The continued roll out of competition in connections has seen an increase in the number of
services provided by third parties over RIIO-ED1. There are now 13 Independent Distribution
Network Operators (IDNOs) across Great Britain that own and operate distribution networks
within our area. These IDNOs generally use Independent Connection Providers (ICPs) to build
the network before taking ownership of it. The ICPs can now determine the point of connection
to our network using information made available through online tools. With the relevant
accreditations, they can also approve their own designs and undertake work to make the
connection to our network.

IDNOs and ICPs are increasing their market share which demonstrates that competition is
effective and that there is a choice for customers. It is important that we continue to work with
both types of organisations to ensure that the initial customer for the connection (usually the
developer) and the end user receive the best outcome in terms of customer service and value.

During RIIO-ED1, we are committed to improving customer service on a humber of fronts. Our
overarching strategic intent is to:

Provide a faster and more efficient connections service
Improve communications with customers

Enhance engagement with major customers

Facilitate the competitive market

t

h e



4.90. We have achieved a high standard for customer service with a connections customer
satisfaction score averaging 8.99 out of 10. We aim for zero Guaranteed Standards of
Performance connections failures and we have had only seven failures so far during RIIO-ED1.

4.91.  We have worked hard to make improvements to how we communicate with our customers,
whether by enabling face-to-face discussions, or through the provision of online facilities to help
the customer track progress of their scheme. We know that communication is key to delivering
connections in a timely and efficient manner.

4.92.  Our programme of stakeholder engagement plays a vital part in ensuring we remain in step with
our customersod6 needs and t hat toowoanestiankservieea fhei nual i m
Incentive on Connections Engagement (ICE) has proven invaluable in stimulating conversations
with our connections stakeholders and driving improvements and, since its inception in 2015,
we have delivered on numerous commitments. Although ICE is now superseded by the
Connections Strategy process, we will continue to employ our engagement approach as it has a
proven track record for delivering results.

4.93.  The work we have undertaken so far throughout RIIO-ED1 serves as the foundation for RIIO-
ED2. We d o n tnajortrapsfoimatioreis nacessary however we must continue to build
on our overarching strategic intent, evolve our processes, make efficiencies and ensure we
react now to meet the needs of our customers for 2023 i 2028 and beyond.

494. To ensure we have correctly identified customer priorities we have undertaken an expansive
course of stakeholder engagement. This has included both wider engagement at a higher level
and liaison with a number of expert groups. Ourfocushas beewtrtat@doour connect
strategy and not just implement a plan as a result of what we think our stakeholders want. The
result has been to create a number of core commitments that will help us deliver against
Of gembs connection principles and baseline expecta

Our connections service commitments for RIIO-ED2

What our stakeholders said about the connections

Stakeholder Top Priorities

Invest ahead of need and undertake forecasting for EV connections to ensure sufficient capacity,
e.g. new apartment blocks

Increase the speed of the connections process

Offer more flexible connections (particularly at 11kV)

Ensure that information about the connections process is clear and simple for customers without
technical backgrounds, especially for heat pumps

Hold a series of connections workshops at a local level for customers, using local case studies

Develop clear information / guides for small developers, planning consultants and customers to
support them through the application process

Figure 4.7 Stakeholder top priorities for connections

Connections to support net zero

4.95.  We have a critical role to play in ensuring our network can support the growth of low carbon
technologies (LCTs) throughout the RIIO-ED2 period and beyond. This new period sees a shift
in focus from low carbon generation connection towards the growth of LCT products including
electric vehicles, battery storage and heat pumps. Net zero is a legally binding target for the UK
and our work to connect LCT demands to complement the generation already connected is
central to the achievement of that target.



4.96.

4.97.

4.98.

4.99.

4.100.

4.101.

4.102.

4.103.

The government has supported net zero growth through The Carbon Plan and more recently the
Ten Point Plan and the Energy White Paper. The themes remain consistent through this
support, the UK will achieve its carbon targets by decarbonising heating and

transport. Decarbonisation is achieved through the electrification of products supported by low
carbon electricity generation.

Our role in this area is simple, we need to ensure our network can connect LCTs and generation
with speed and efficiency. We will use our experiences in RIIO-ED1 and our innovation projects
to achieve this.

During the RIIO-ED1 period, we transformed our network to accept low carbon generation. A
mixture of flexible connection offers and a modelling approach based more on energy volumes
than maximum demands helped us connect over 21GW of generation on a network
conventionally designed for 14GW of demand.

In RIIO-ED2, we will see the focus shift from large scale renewable generation connections and
towards high volumes of smaller LCT connections. Where we already seen connection activity
in generation at capacities around 5,000kW, the shift will be towards the volume connection of
electric vehicles and heat pumps with capacities in multiples of 7kW. While the concept of
connections and customers service is the same, the volumes will require a redesign to our
business model to support the change.

Government figures forecast targets of 600,000 heat pump connections per year in the UK by
the end of RIIO-ED2. At a similar time, all new cars will be electrified, leading to around
1,000,000 new EV connections per year. With WPD operating in around a third of the UK, we
could see over 400,000 new connections per year, or 1,600 for each working day. These levels
trigger an automated approach to provide a quality service to our customers.

An automated approach flows through to how flexibility might be realised on our domestic
networks. While we will operate and schedule larger demands and generation on our higher
voltage networks, the low voltage network cannot be micro-managed by us in the same

way. We see flexibility being delivered through supplier tariff signals and aggregation offers. We
do not expect to interact directly with our individual domestic customers.

We have already experienced automated Eco Homes in work completed in South Wales. We
expect this area to grow with new players in the home energy management

arena. Management of whole housing estates as pseudo power plants is also an area where
we expect growth, with benefits for the connected customers and the network operator alike.

We will use the innovation tools that we developed in RIIO-EDL1 to support this

change. Flexibility is now embedded in our system operation plans as a result of

innovation. Research in Electric Nation has showed us how we can connect more EVs to
existing network. Business as usual innovation has changed the way we provide customers with
a service, now standardised on a three phase solution to provide capacity for the future.

Our overall ambition

4.104.

4.105.

4.106.

We recognise that, during RIIO-ED2, we will be operating in a rapidly changing energy market
with a focus on achieving net zero carbon emissions. We will ensure that our customers have
access to quick, simple and affordable electricity connections which will support electric
vehicles, heat pumps and other emerging technologies.

We will ensure that our electricity infrastructure can sustain the growth in demand, whatever the
take-up. We will do this by using a range of flexible services, conventional reinforcement and
other innovative solutions.

Excellent customer service is key to a positive relationship with our connections customers. We
will continue to engage with our stakeholders, build on our long standing relationship with them
to understand their priorities and create further initiatives to improve our customer service.



4.107. We remain committed to competition in connections in RIIO-ED2 and will continue to innovate
where there is potential to improve the process.

4.108. In RIIO-ED2, we will also further improve our end-to-end connections service as follows:

Continue to explore innovative ways of connecting low carbon technologies and build on
initiatives, to introduce large capacity, rapid electric vehicles charge points at strategically
important locations including motorway service areas

Enhance our online service to provide a wider range of online quotations

Ensure that customers have a single point of contact at both the quotation and the
connection stage to provide updates and advice

Achieve a minimum 9 out of 10 average customer satisfaction score for connections
activities

Produce our Connections Strategy which will define our overall plan for delivering the high
guality connections service that our customers deserve

Improve our ability to provide quotations and connections in a timely manner and in line with
C Uust o expeactations

Improve clarity concerning the availability of flexible connections and promote access to
deliver more efficient network utilisation

Develop tailored processes forneaieeting different

Providing excellent customer service

4.109. Our customers expect excellent customer service in the field of connections provision and it is
imperative that we set ourselves high standards to meet those expectations. We are continually
striving to ensure that we deliver exemplary service from application through to connection and
energisation.

4.110. Providing excellent customer service requires that customers who want a connection, or advice
relating to the potential to make a connection, find the process as straightforward as possible.
Availability and clarity of information is key to mitigating any concerns customers may have.

4.111. Stakeholders have told us that the connections information that we provide should be tailored to
meet the individual customersd needs. We will ensu
understandable information is made available through various means so that customers can
make informed decisions and have clarity of process.

4.112. Our goal is to ensure that customers have all the information they need both at pre-application
and application stages so that they know exactly what to expect and what is required on their
part.

4.113. We will extend our commitment to provide excellent and improved service, not just at application
stage, but across all aspects of the connections process including quotations and completed
works.

Improve availability of information so that customers wishing to
connect can easily comprehend the process and achieve customer
satisfaction of 90% or higher with the 'ease of processd

Achieve an average customer satisfaction of 90% or higher for all
connection types (including major connections and low carbon
technology connections).



Providing quicker and more efficient connections

4.114.

4.115.

4.116.

4.117.

The need to provide quick and efficient connections at an affordable price remains a high
priority for our stakeholders. Customers want to receive a quick and timely service for
quotations and completed connection works.

Measuring performance against Time to Quote (TTQ) and Time to Connect (TTQ) is a business
as usual activity. However the expected proliferation of low carbon technologies (LCTs) will
place an added emphasis on us to ensure our network is ready to connect LCTs with speed and
efficiency. Government forecasts mean we could expect to see over 400,000 new connections
per year in this sector alone.

We will continue to explore the viability of a different approach to the delivery of quotations,
particularly in relation to larger, more complex connections. Stakeholders have told us that the
speed of a quote is not always the most important thing, if this means that accuracy is
compromised.

It is important that we are ready for this increase in activity and put systems in place that will
accommodate such high volumes. This will require a redesign to our business model to support
the change that not only ensures that we can respond to customer demand but also provide an
automated functionality to allow customers to access an online self-assessment tool and receive
a same-day response.

Improve our performance against Time to Quote and Time to
Connect for LCTs by 1% from RIIO-EDL1 level (small schemes) and
deliver 90% satisfaction with the timeliness of connections for
larger schemes.

Provide a same day connectionséresponse for customers by
introducing online self-assessment tools for individual domestic
low carbon technology applications.

Engaging with customers to understand their future energy needs

4.118.

4.119.

4.120.

4.121.

During RIIO-ED2, we will continue with our strategy of stakeholder engagement to ensure we
are delivering the service that connections customers want and that we are responsive to any
change in customerso6 needs

We will continue to hold our annual connections conference to engage with our connections
customers on specific issues relating to new connections activities and to assess that we are on
track to deliver against our commitments.

We will continue to interact with our stakeholders through well-established channels including
workshops, seminars and expert panels, in line with our strong belief that face-to face
discussion is the best method of communication. However, we will also embrace other
platforms, including webinars, Zoom and MS Teams, which allow for virtual contact without the
need for travel time or hosting costs.

An important part of our engagement strategy is to work with different user types including, not
only connectionsécustomers, but also regulatory bodies and local authorities. Working with
these partners helps us to develop a range of credible distribution future energy scenarios and
identify strategic investment options. We will hold discussions with all of our 130 local authorities
and local enterprise partnerships to ensure we understand their requirements for strategic
investment to support the green recovery and achieve net zero. This will also allow us to
provide them with capacity information and further advice to help develop their local area energy
plans



Engage with 130 local authorities and local enterprise partnerships
every year to understand their requirements for strategic
investment resulting in more accurate WPD forecasts, and assist
them to develop their own local area energy plans.

Ensuring effective customer outcomes through collaboration

4.122,

4.123.

4.124.

We have fully embraced the concept of competition in the connections market place and are
fully committed to removing any barriers to competition in RIIO-ED2. Although we believe the
competitive market is very well established, we will continue to innovate where there is potential
to improve the process.

Although we provide an excellent and cost effective connections service, we believe that
customers should be free to choose an alternative provider including an IDNO and ICP to installl
and operate their electricity networks. We will ensure that we give transparent and timely
responses to enquiries from these companies to allow them to connect to our network.

We will continue to work with our industry partners includingt he Nat i onal Gridbés EI
System Operator (ESO) and Electricity Transmissions (NGET), as well as other DNOs, to

ensure a whole systems approach to providing larger connections. This means we can ensure

that customers are able to obtain efficient and effective responses to their connection

requirements and advise customers of a more cost effective connection option offered by

another network, if we believe this exists.

Improve cross boundary working practices between WPD,
Independent Distribution Network Operators, National Grid
Transmission and the Energy System Operator to ensure our
customers obtain the most cost effective connection option.

Increasing customer choice

4.125.

4.126.

4.127.

4.128.

We will continue to invest in the network but also prioritise non-network solutions through the
use of flexibility. This will save the customers the time and expense associated with
conventional network reinforcement schemes.

The advent of a smart grid and introduction of flexible connection solutions (including Active
Network Management) means it is no longer sufficient to only give a customer a conventional
connection offer that may include network reinforcement, invariably involving significant cost
and delays. From the outset, customers need to know there are alternatives available to them.
The alternatives need to be clearly explained so they can make an informed choice.

We will explore the potential to offer more forms of flexible connection, i.e. not just through

active network management or Otimedd connections
efficiency, working with developers to create solutions that optimise levels of network utilisation,

thus reducing costs.

Previously, customers wishing to connect larger generation with high network reinforcement
costs have been the focus of optional flexible connections. Because we recognise that flexibility
has wider applications, we will widen the scope and lower the threshold for offering alternatives,
allowing more customers to choose between a conventional reinforcement solution, or a
cheaper and quicker flexible solution.

Offer connection customers greater choice in the type of
connection they receive by increasing the range of flexible
connection offers to three.



Maximise the efficiency of the existing network and keep costs to
customers low by lowering the threshold for connection offers
with a reinforcement requirement to receive options of flexible
alternatives (schemes with reinforcement costs >£75k per MW
and works that will take more than 12 months to complete).

Catering for our major connections customers

4.129. We recognise that our major connections customers, including housing developers or
distributed generators, have additional needs compared to smaller customers, because of the
complexity of their schemes. These stakeholders have told us they require additional support
and more interactive communication to steer them through the connection process. For this
reason, we will ensure that these customers have a single point of contact in our planning team
at the quotation stage and with one of our technicians at the connection stage.

4.130. We will continue to hold local connections surgeries which allow major customers to book an
appointment with our local planning team to discuss planned connections.

4.131. Our Customer Connection Steering Group (CCSG) remains an important part of our customer
engagement and will continue to be in place for RIIO-ED2. The group meets three times a year
and is hosted by our directors and senior managers. The CCSG provides feedback on proposed
initiatives and a strategic steer, ensuring that we address the priorities identified by our
connection customers.

4132. We wi | | devel op a Connections Strategy to meet and
baseline expectations which will outline our plans to enable connections stakeholders to make
informed decisions about their connection requirements. Our ambition is to deliver value for
customers, carry out timely and economical connections and to provide excellent customer
service.



WPDO6s Soci al Contract

4.133. Asthe largest DNO in the UK, it is vital we connect with the local communities we serve,
building and maintaining trust in our service and the way it is delivered.

4.134. Thatis why we are producing our very first Social Contract which includes additional actions to
be delivered as part of our Business Plan and highlights our commitment to making a positive
social impact.

4.135. We began consulting with stakeholders to co-create this Social Contract in February 2019 and
have engaged extensively with expert bodies, including Citizens Advice and Sustainability First.
Their joint feedback challenged us to demonstrate our commitment to customers and the
communities we serve. We are determined to make sure customers know what they get for their
money and that we are serious about our social and environmental responsibilities.

What is a social contract?

4136. WPD6s Soci awillalowus tobeheld to account by our stakeholders.

4.137. Our stakeholders want us to provide a reliable electricity supply at a reasonable price i but they
are also taking a greater interest in where their money is going and want to see us contribute to
society and protect the environment. Thatiswhy we6r e making clear commitm
going beyond the basic requirements of regulation and legislation.

4.138. As part of RIIO-EDZ2, stakeholders called on us to deliver a social contract that differs from
traditional corporate social responsibility commitments. They identified key aspects to be

included, with measurable targets wherever possible, and placed significant importance on
external reviews and transparent reporting as important ways of demonstrating delivery.

Our social contract core commitments for RIIO-ED2

What our stakeholders said about the social contract

Stakeholder Top Priorities
Deliver excellent service (at a fair price)

Get the basics right (with ongoing feedback from customers)

Display excellent corporate behaviours (and governance)

A WN P

Meet sustainability and climate change challenges

5 ‘ Build links and a clear understanding of the communities it serves
Figure 4.8 Stakeholder top priorities for the social contract

How our social contract was built

4.139. As well as taking part in co-creation workshops with stakeholders, we have been a key
contributor to the 6 EddbySustdinability Riret. TRisischemeeaiinstpr oj ect , |
define a 6sustainable |Iicence to operated and has
Social Contact. We aim to go beyond the minimum standards needed for licence compliance
and to demonstrate our commitment to key focus areas identified by our stakeholders. This
includes engaging extensively with stakeholders to understand, address and meet their
changing needs.



4.140.

As a result, the obj 8ocidlContactstor uct ure of WPDOs

1 Provide transparent reporting (with clarity on returns and profits)
i1 Demonstrate WPD is a diverse and responsible employer
1 Evidence the legitimacy of our operations for the future

Industry leading Responsible and Excellent environmental A framework to engage
performance transparent Board performance local communities
govemance arrangements -
Fair prices and Transparent mechanisms Local community
returns/profits s0 customers can influence investment
Workforce welfare decisions
i i Community and
u;%mﬁﬁ::fs and - Innovation to meet societal  environmental benefits
sharehalders Workforce diversity challenges (as well as
regulatory/technological) Positive outcomes for
5 customers in vulnerable
Pay Gap Reporting Methods for measuring situations

social value of activities

Figure 4.9 Our social contract key focus areas

4.141.

i1 Play an active role regionally, and support vulnerable customers.

Co-creation with stakeholders resulted in the identification of 15 key focus areas to achieve
these four overarching objectives:

Our social contract core commitments for RIIO-ED2

Provide transparent reporting (with clarity on returns and profits)

4.142,

4.143.

4.144.

96

WPD is currently B rated by ISS for its Environmental, Social and Governance (ESG)
performance giving it Prime status, which is the highest ranking of any electricity Network
Operator sector organisation in the UK rated by ISS.

In RIIO-ED2, we will:

1 Publish annual accounts in a simple, easy to understand format, setting out our total
expenditure, the impact on customer bills and actual regulatory returns.

7 Gain external audit and assurance of our annual

RIIO-ED2 Business Plan Delivery

Cha”e-nge-GrOUp Environment
ﬂ We will gain Independent, annual Q Climate Change Strategy, Eco-Efficiency, Energy Management, Environmental
ESG assessment and tal’get a Impact of Product Portfolio, Environmental Management, Water Risk and Impact

minimumofanISS6B&6 r at i Social
year or an equiva|ent rating by an Equal Opportunities, Freedom of Association, Health and Safety, Human Rights,
. . * Product Responsibility, Social Impact of Product Portfolio, Supply Chain
alternative recognised agency. Managément, Taxes
Governance
ESG Critel’ia WhICh haS been set by the m Business Ethics, Compliance, Independence of the Board, Remuneration,
Shareholder Democracy, Shareholder Structure

ISS, consist of standards for company

operations that can be used by socially
conscious investors to screen potential
investments, and by wider Figure 4.10 Environmental, Social and Governance diagram
stakeholders as assurance of a

companyo6s et hiTee&bG GoparateoRatmdicovers more than 5,000 international
and national companies.

1 Theenvironmentalcr i t eri a are useful to assess WPD&s
issues.

1 The social criteria consider how WPD manages relationships with customers, employees,
suppliers and the wider communities in which it operates.

i1 The governance aspects dealwi t h \iHadeshsp, executive pay, audits, internal
controls and shareholder rights.
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Deliver transparency and enable stakeholders to scrutinise our

Core performance by publishing annual reports in a simple, easy to
Cloglniigiane 20 understand format (including WP D étatal expenditure, the impact
on customer bills and regulatory returns).

Annually publish an updated WPD Social Contract, reporting the

Core positive outcomes delivered for customers and as a minimum,
Cloglniiigisne 22 | maintain our prime Environmental, Social and Governance (ESG)
rating.

Demonstrate WPD is a diverse, responsible employer

4.145. In RIIO-ED2, we will:

i1 Produce a Diversity & Inclusion Plan which states our aims and performance in this area.

Evidence the legitimacy of our operations for the future

4.146. In RIIO-ED2, we will:

1 Ensure full compliance with the Wates Corporate Governance Principles for Large Private
Companies.

i Adhere to six principles covering 1) purpose and leadership; 2) board composition; 3)
director responsibilities; 4) opportunity and risk; 5) remuneration; and 6) stakeholder
relationships and engagement.

1 Regularly update the Western Power Group Constitution and Authorities and articles of
association, subjecting them to external scrutiny and review.

19 Train all WPDO s -exktéutive diréctons snnually.d n on
i1 Invite the CEG Chair periodically to attend company board meetings to provide independent
oversight.

Play an active role regionally and support vulnerable customers

4.147. In RIIO-ED2, we will:

i1 Achieve the Social Value Quality Mark i a stamp of approval for businesses committed to
achieving positive social impact through their work.

19 Conduct annual stakeholder engagement-EDRvents to
delivery performance, identify areas of emerging stakeholder interest and concern and track
changes in customer expectations.

1 Conduct annual social value research to capture the full extent of social value created by
our initiatives and identify opportunities to increase efficiency and deliver even stronger
benefits and outcomes for customers.

1 Work in collaboration with the other DNOs and Gas Distribution Networks to continue to
apply common definitions and methodologies to measure, record and report social value in
a consistent way, enabling customers and stakeholders to make meaningful comparisons.
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4.148. We will also play an active role regionally and support vulnerable customers. We will:

1 Support 300,000 people in our communities through our annual A1 m 6 Communi ty Matt e
fund to help vulnerable customers across our region.
I Inresponse to our first draft Business Plan consultation, the greatest proportion (44%)

supported this ambition level and 46% of surveyed end-user customers agreed. Some
stakehol ders expressed reservations about wheth
money should be given to activities of this nature, which has led us to rescope the
commitment so that it will be funded entirely by shareholders and therefore at no cost to
customers.

i Establish a staff volunteering scheme encouraging staff to volunteer at local community

projects. We will allocate 1,000 staff volunteering days every year during RIIO-ED2.

Support local people in our communities via an annual £1m
6Community Matfundedestielyfbyghareholders at no
cost to customers.

Core
Commitment 23

Deliver 1000 volunteer days per year for WPD staff to support local
Core community initiatives associated with vulnerability and

Coaligiss 2 environmental initiatives,wi t h annual r ep 8aciali n¢

Contract of the positive impacts achieved.
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Maintaining a safe and resilient network

General network performance

4.149.

4.150.

4.151.

4.152.

4.153.

In RIIO-ED1, we placed great emphasis on improving network performance and are committed
to continuing this focus in RIIO-ED2. It is more important than ever at a time when home
working has become much more widespread and there is growth in the use of electricity as the
source of energy for heating homes and powering vehicles.

Our network is made up of a huge number of interconnected overhead lines, underground
cables and substations. Many of these assets were installed during the 1950s and 1960s and
some even earlier. We have a rolling programme of work to replace those assets in the poorest
condition which will continue in RIIO-ED2.

Our stakeholders continue to place network reliability as a top priority. Power cuts cause
inconvenience to businesses, services (including hospitals) and domestic life. These
inconveniences have become amplified during the recent Covid lockdowns. That is why we are
committed to making sure our network is reliable and that faults are resolved quickly.

Faults can be prevented through routine activities including inspection, maintenance, defect
repairs and vegetation management. During severe weather, the network must withstand more
extreme conditions which is why we carry out more extensive measures including resilience tree
clearance to prevent damage from falling trees, and flood protection to reduce the impact of
flooding on consumer supplies.

While network reliability is important, safety remains our top priority. We carry out regular
activities to ensure the network is safe for our staff and the public. Our inspection programmes
identify defects with potential safety implications allowing these to be resolved quickly. We also
carry out improvement work including upgrading security at substations and i as part of our
proposed RIIO-ED2 programme i we will be reducing the risk of overhead lines adjacent to
schools and play areas.

WP D oraliability performance RIIO-ED1

40% 50%

reduction in reduction in
customers affected B average duration of

by power cuts power cuts

Over 85% 97%

of (_:ustomer reduction in faults
supplies restored W lasting greater than
within an hour for 12 hours

high voltage faults

Figure 4.11 Highlights of our reliability performance during RIIO-ED1
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Our network performance commitments for RIIO-ED2

What our stakeholders said about the network performance

Stakeholder Top Priorities

Create accurate forecasting models and ensure that assets can respond to future (higher)
demand

Continue maintenance and replacement programme for ageing assets (ensure sufficient
resources to do so)

Maintain quality of supply in light of asset health and the growth in demand

Invest in the network to make it more resilient for worst-served customers

Maintain the health of @t riskéassets and link your scenario planning to this

Communicate more focused, location specific scenario planning and make this information
accessible

Use long-term climate scenarios (1:100 years is no longer fit for purpose) and work with housing
developers and utilities to mitigate risk

Explore innovative ideas for flood defence and invest in these

D OB W N

(o]

9 ‘ Underground cables where appropriate
Figure 4.12 Stakeholder top priorities for Network Performance

Reducing the number of faults

4.154. If we carry out no interventions as the network ages and deteriorates, the number of faults will
increase. We therefore carry out investment targeted at preventing faults from happening.

4.155. During RIIO-ED2 we will undertake a range of activities aimed at ensuring we provide a reliable
supply to our customers. These activities include:

Inspecting, maintaining and repairing our assets to keep them operating

Replacing or refurbishing deteriorating assets

Removing defective poles from the network within a year of being identified as defective, to
ensure timely removal of those poles that would be susceptible to failure

Completing tree clearance programmes to reduce the likelihood of branches and windborne
debris affecting our overhead lines

Adopting highly accurate measurement techniques to identify the need for tree clearance
more effectively

Providing adequate network capacity (either through traditional solutions or new flexibility
services) to prevent damage to assets from overloading

Core Deliver improved network reliability where on average power cuts
(oLl nlnlifnEliW4 ) are better than one interruption every two years lasting 24 minutes.



Target tree clearance

4.156. We have invested in Light Detection and Ranging (LiDAR) equipment for our helicopter fleet.
LiDAR uses lasers to measure distance, providing an accurate measurement between overhead
line conductors and vegetation. This data is being used to provide better information about tree
infestation, including both distance to conductors and infestation levels along the overhead
span.

4.157. During RIIO-ED1, we are changing our contractual arrangements for tree clearance. These
previously relied upon the contractors to manage clearance requirements. Under the new
arrangements and through the use of LIDAR, we can instruct the contractors to clear specific
spans, prioritising those in greatest need.

4.158. This approach is expected to make overall routine and tree clearance on the HV and EHV
networks more efficient and effective. This improved management of clearance will lead to a
reduction in tree-related faults. As a result, progressive improvements of 1% a year have been
applied to HV and EHV overhead fault rates.

4.159. InRIO-ED2, we are also committed to completing our resilience tree programme which
involves a more rigorous tree clearance close to our EHV overhead lines.

Reducing the number of customers interrupted by a fault

4.160. As well as taking steps to reduce the number of faults, we have been installing remotely
controlled devices and automation technology to reduce the number of customers affected
when a fault occurs.

4.161. The installation of additional remotely controlled devices allows electricity supplies to be quickly
rerouted without the need to send a person to site. These switching operations can be initiated
by staff in our control centre or triggered automatically by computer algorithms.

4.162. The development of automatic switching algorithms allows switching actions to take place
without the intervention of a control engineer. The algorithms use information from fault passage
sensors to identify which section of the network contains the fault and then communicate with
remotely controlled devices to restore supplies to the maximum number of customers possible.

4.163. Additional equipment to protect the network, including circuit breakers and intelligent fuses,
enables circuits to be subdivided into smaller zones reducing the number of customers affected
by a fault.

4.164. During RIIO-ED1, we have targeted protection zones with more than 1,500 customers. In RIIO-
ED2, we propose to address protection zones with more than 1,000 customers. In most cases,
this will involve adding an extra remotely controllable device into those zones to increase the
number of customers that can be restored automatically.



Getting the lights back on

4.165.

4.166.

4.167.

We are committed to restoring supplies quickly and promote a culture which prioritises
customers and the need to get them back on supply. A clear management focus on speedy
restoration of electricity supplies in the event of a fault, whether it affects a single customer or
thousands of customers, has led to significant improvements in restoration times.

Ouri nter nal

6Target

6006 i

nitiati v eestonsd avithim one s
hour when a high voltage (HV) fault occurs. During RIIO-ED1, we pledged to achieve a Target

60 performance above 85% and have been successful in achieving this.

For RIIO-ED2, we will aim to improve on our performance by striving to restore supplies linked
to a HV fault for 87% of customers (who are not automatically restored) within one hour.

Core Restore 87% of HV supplies within one hour.
Commitment 26

12 Hour Guaranteed Standard

4.168.

4.169.

4.170.

4.171.

Reducing the number of worst served customers

4172,

4.173.

4.174.

While our aim is always to restore power as quickly as possible, we occasionally deal with more
complex faults where quick restoration is not possible. However, we will do everything that is

safe and practical to get the power back on within a maximum of 12 hours.

During RIIO-ED1, we have significantly reduced the number of interruptions lasting over 12
hours. As a result, we have reduced the number of customers off supply for more than 12 hours

from 10,748 in 2012/13 to only 270 in 2019/20.

This has been achieved through management focus, technology, resource availability, fast
response and, where necessary, deployment of mobile generation to provide temporary

supplies.

We will continue working to minimise the number of customers off supply for 12 hours.

A small proportion of customers experience high numbers of faults. These customers are
generally located on the end of long rural circuits or on remote parts of the network, with limited
alternative networks available to provide supplies when faults occur.

In RIIO-ED1, worst served customers are defined as those who experience 12 or more, 11kV or
higher interruptions over a three year period, with a minimum of three in each year. For RIIO-
ED2 Ofgem has revised the definition to be based upon having a minimum of two in each year,

which has increased the number of customers that are defined as worst served.

Using the revised RIIO-ED2 defintiion there were approximately 12,500 worst served customers

across the four WPD licence areas in 2019/20.

Number of Worst Served Customers (19/20) i RIIO-ED2 Definition
West Midlands

East Midlands

South Wales

South West

WPD Total

5317

1228

1639

4303

12487

Figure 4.13 Worst Served Customer numbers for year 2019/20 based on RIIO-ED2 definition
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4.175. The worst served customers suffer higher numbers of faults for a variety of reasons. By
addressing some of the causes of these faults or reducing their impact, the overall network
performance can be improved. This may be through the reconfiguration of the network, the
replacement of poor condition overhead lines, the undergrounding of overhead lines, the
refurbishment of circuit components or the installation of additional switching points and
protection zones.

4.176. While most of the solutions address the underlying cause of the faults, some call for additional
protection devices to reduce the impact of faults, particularly where protection is applied to
spurs which prevent faults affecting the rest of the circuit.

4.177. The solutions adopted to improve our service to these worst served customers will be
determined following analysis of each of the affected circuits.

4.178. In RIIO-ED2, we are committed to delivering a minimum of 70 schemes across our area to
improve supply reliability for our worst served customers with a particular focus on vulnerable
customers.

Improve service for 8,260 worst served customers by undertaking
70 schemes (removing all 6,870 customers defined as worst served
by the RIIO-ED1 definition) and carry out further improvements.

Core

Commitment 27

Replacement of assets to enhance network performance

4.179. We have a rolling programme of asset replacement to prevent the deterioration of the network
over time. The replacement of assets, including transformers, overhead lines and cables, is
prioritised according to the condition of the asset and the risk to the network if it fails.

4.180. Network Asset Risk Metrics (NARMSs) are used to calculate the future risk associated with an
asset and to prioritise those assets which need to be changed. NARMs are applied to
approximately two thirds of the asset replacement programme and inform the scale of asset
replacement activity in RIIO-ED2. Other techniques are also used to forecast requirements
including survivor (age based) modelling; bespoke programmes addressing specific issues,
including availability of spares, and historical trending where previous volumes of activity are
used as a reasonable indicator of future needs. In some cases, we use data from a number of
sources to determine the forecast levels of activity.

4.181. The asset replacement activity in RIIO-ED2 will maintain the overall health of the assets (as
measured by the risk metrics). The benefits of this activity will broadly offset the degradation of
the wider network.

Invest £190m per annum to improve the overall health of the
network and report annually to stakeholders on the impact of our
investments.

Core

Commitment 28

Climate change resilience

4.182. During RIIO-ED2, we will use the information from our Climate Resilience Strategy to ensure we
consider the risks and impacts of climate change to our network.

4.183. We will continue to improve our understanding of the environmental effects of climate change.
This includes the impact of rising levels of temperature, sea level rise and the changes in the
pattern of rainfall.

4.184. We will continue to assess risks and impacts to our network associated with climate change, for
example, engineering challenges.



Resilience to severe weather

4.185. Storm conditions can have a detrimental effect on power supplies. During severe weather,
broken poles on our overhead network can make it very difficult to get the power back on as
well as tying up resources while repairs are carried out. That is why we have continued with our
pole replacement programme to identify deteriorating poles and ensure these are removed
quickly from the network.

4.186. Extreme weather can also cause severe flooding which poses a risk to our assets and impairs
our ability to keep the lights on. To mitigate this, we have proactively installed flood defences at
a number of substations which are at greater risk of flooding.

4.187. We have also carried out resilience tree clearance on strategic EHV circuits to prevent trees
falling onto lines during high winds. We have also applied enhanced equipment specifications,
installing lightning diverters to limit the impact of lightning strikes on overhead lines.

4.188. InRIIO-ED2, we will:

Continue to replace defective poles within 12 months of identifying them.

Seek to complete resilience tree clearance on the EHV network.

Install further flood defences at 110 sites to reflect updated data from the Environment
Agency.

We will undertake 110 flood defence schemes to mitigate the risk
that our sites become inoperable due to flooding and engage key
stakeholders to reduce the need for new assets in flood risk areas.

Core

Commitment 29

Network safety programme

4.189. Stakeholders expect us to operate a safe network. We ensure that inspection programmes are
completed on time and respond quickly to safety-related defects. We identify safety issues
though routine inspection of our sites and assets. Our inspection processes are designed to
identify defects related to safety or performance. Safety defects are rectified using a risk based
timescale and we track the completion of these defects to ensure that the risks are removed
from the network. As these processes are effective and well-established, we have no plans to
change them.

4.190. InRIO-ED1, we have enhanced the security measures at all primary substations, installing
electric fences in higher risk areas. We do not anticipate significant levels of expenditure on
substation security during RIIO-ED2.

Cyber security resilience

4191. The much publicised Odemataakdr 291y, andantraluwctionva thes
European Unionb6s Directive on securNiS)iy2018fledNet wor k
WPD to place a greater emphasis on cyber security. WPD set-up a dedicated cyber security
team in 2019 initially focusing on the areas recommended in the National Cyber Security Centre
610 steps t o,beforedovmnkingdoebecaneiNLS ganpliant. This team now provides a
variety of security controls and services throughout the business.

4.192. Our stakeholders have an increased interest in cyber security and an awareness of the
important role it plays in ensuring the continuity of electricity supplies. Stakeholders particularly
asked for assurances that we would:

Take the appropriate mitigating and corrective actions to identified network vulnerabilities
Create and maintain well tested incident recovery plans



4.193.

4.194.

i Collaborate and work with third party experts, including those in government, to identify
threats

Continuing to deliver cyber secure, reliable and resilient business systems is a key part of the
RIIO-ED2 Business Plan.

The network and information systems and technologies used to operate the electricity network
are categorised as either business Information Technology (IT) systems or Operational
Technology (OT). IT systems are traditional computer and telecommunications systems and
applications. Expenditure in this area ranges from purchasing new PCs to maintaining IT
equipment and communications equipment. OT is technology that communicates and interfaces
with business systems and physical assets and includes systems including our communications
system which allows us to interact remotely with sensors and monitors on the physical
distribution network.

Protecting our systems

4.195.

4.196.

4.197.

4.198.

4.199.
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As reliance on systems and technology has increased, so unfortunately has the volume and
sophistication of cyber-attacks from exploiters including nation states, organised crime and
hackers. In turn, this has increased the risk of a
possible future security breach to the electricity

distribution network via its systems. It is now
more essential than ever that we protect our IT
systems and data from the threat of cyber-
attacks which could cause significant network
disruption together with associated financial and Cyber
reputational damage. Detailed plans and security
processes are also required to be able to Recovery WU NN Detection

respond and recover in the event of a cyber-
attack.

Protection

To protect customers from the threats posed by
cyber-attacks, the Network and Information Response

Systems (NIS) directive came into force in 2018.
This directive and its recommended standards
must be adhered to by operators of essential
services and has resulted in a number of changes to

the way we secure, maintain, support and operate our systems.

Figure 4.14 Cyber Security Principles

Our approach to cyber security in RIIO-ED1 was initially reactive, relying on traditional security
products and services including anti-virus and physical firewalls. We also championed three
core IT security principles to mitigate against many known security threats:

i1 No internet access from desktop PCs
9 No cloud hosted systems
1 No dring your ownddevices

To meet the requirements of stakeholders and ensure that controls and processes are in place
to mitigate the risk of any future possible cyber-attack, we have adopted the NIS directive as our
benchmark standard along with cyber security principles for all our IT and OT systems not just
for those associated with supporting critical national infrastructure.

To ensure NIS compliance and to manage the evolving IT cyber security risks, we plan to
extend the size and scope of the existing Cyber Security team before the end of RIIO-ED1 to
include dedicated OT cyber security resource.
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Our cyber security IT resilience core commitments for RIIO-ED2

What our stakeholders said about the cyber resilience

Stakeholder Top Priorities

Understand where your network may be vulnerable and work to put up barriers that will prevent
access

Ensure all systems, procedures and processes are up to date

Keep up to date on emerging threats and hacking techniques

Increase your focus on network security to increase your resilience

Create, maintain, and test your incident recovery plans

Collaborate and work with third party experts, including those in Government to identify threats

‘ Share best practice with your partners and collaborate with other networks

Figure 4.15 Stakeholder top priorities for cyber resilience.

4.200. |Initiatives planned for RIIO-ED2 include:

Further developing our cyber security risk model as the threat landscape changes
Supporting the business from a security perspective in the trial and development of new
technologies, system integration and digitalisation

Working with third parties including the National Cyber Security Centre, to ensure our
systems remain security compliant

Ensuring all systems are kept up to date with the latest operating system versions and
security patches

Embedding cyber security principles and controls into the supply chain

Continuing to raise awareness and the profile of cyber security within the business
Upgrading our disaster recovery capability

Reduce the risk of data loss or network interruption from a cyber-
attack by continually assessing emerging threats in order to
enhance our cyber security systems.

Core
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Our cyber security OT resilience core commitments for RIIO-ED2

4.201. Delivering cyber secure, reliable and resilient Operational Technology (OT) is a key requirement
of the RIIO-ED2 business plan as networks become increasingly more digitised, interconnected
and at risk of a cyber-attack.

4.202. Our establishment of a Distribution System Operator function calls for the development of more
efficient and smarter networks to manage power flows across the distribution network.

4.203. As aresult of the changing use of the electricity network, traditional boundaries between IT, OT
and customer-owned devices are also changing to become more interconnected. This has led
to an increase in the number of end-points (PCs, smart meters, Remote Terminal Units) that we
have to maintain and secure.

4.204. Our approach to cyber security in RIIO-ED1 has been primarily focused on IT. Investment to
date in OT cyber security controls has been proportionate as the OT cyber security attack risk
and threat level has been perceived to be relatively low.

4.205. Publicised OT cyber-attacks, including the 2016 Crashoverride attack against several Ukrainian
power companies, raised the profile, understanding and the risk and threat level of OT cyber



security attacks. This played a part in the implementation of the NIS directive, which has seen
us placing a greater emphasis on OT cyber security.

4.206. The work carried out so far by the newly established cyber security team has initially focused on
IT security but is now being expanded to include more OT-focused activities. A number of the
initiatives planned or already in progress are set to be completed before the end of RIIO-ED1.
The cyber security team is also working alongside Distribution System Operator function, the
core IT team and the telecoms team to deliver a standardised common approach to cyber
security within WPD, as all of these functions need to work together in the most secure
environment possible.

Enhance the resilience of our IT network security through

Core increased levels of threat monitoring, prevention, detection and
ohlnlnlifyhieeiM alerting systems, including upgrading our disaster recovery
capability to ensure continuity of our operations.

4.207. As well as factoring in cost, resilience and reliability, when implementing new technology
delivery platforms, it is also critical to consider security and risk appetite. We use a model which
rates risk, based on a set of cyber security benchmarks and the importance of the system.
Cyber security controls including logging and monitoring are then applied accordingly, based on
the risk rating.

4.208. The detailed forecast for the RIIO-ED2 OT cyber resilience plan has been built on:

Identifying NIS long-term goals/requirements

Understanding IT cyber security best practice and how this is applied in the OT environment
Working with PricewaterhouseCoopers (PwC) to understand the vulnerabilities and risks
specific to WPD6s OT infrastructure and developi
roadmaps

Understanding what tools and technologies are required for our Distribution System
Operator activities

Identifying critical national infrastructure-related telecoms components and ensuring they
are fit for purpose

Incorporating new initiatives to improve business functionality and effectiveness

Identifying opportunities for making efficiency savings

Working with the National Cyber Security Centre and other third party security specialists to
establish best practice



Workplace and public safety

4.209. The safety of our employees, contractors and the general public is of paramount importance.
Our aim is that no harm is caused to anyone who is either involved with, or affected by, our
activities or apparatus.

4.210. During RIIO-ED1, we have worked hard to maintain a safety performance which remains among
the best in the industry and which has led the company to significantly outperform national
workforce safety statistics. The 2019/2020 average incident rate for workplace injuries across all
industries is 2,160 per 100,000 workers while, at WPD, the rolling 12 month average incident
rate is 732 per 100,000 employees.

Our safety core commitments for RIIO-ED2

What our stakeholders said about health & safety

Stakeholder Top Priorities

Ensure the mental health needs of the workforce are being met, and supported by promoting a healthy
work-life balance

Ensure that managers commit to leading by example

Reach out to schools to inform children about the safety hazards that surround WPD assets

Undertake bi-annual or annual meetings with stakeholders to share best practice

Ensure contactors comply with similar health and safety standards to WPD

Undertake o6well being at workd assessments

N o 0o bk w NP

Further support the development of champions in mental health

Maintain regular staff training for staff on driving new vehicles, and when logging key information on
site visits

Figure 4.16 Stakeholder top priorities for Safety and Health
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4.211. During RIIO-ED2, we will build on the improvements already made in RIIO-EDL1 to:

Reduce further the health and safety risks associated with our activities:

Continue to comply fully with all health and safety legislation.

Build on the programme of health and safety interaction developed during RIIO-ED1,
including training programmes, Health and Safety conferences and independent audits.
Continue to provide information to members of the public, including children, making sure
they have the knowledge they need to keep themselves safe around the electricity network.



Maintaining a safe, healthy and motivated workforce

4.212. For our staff, the main focus area will be to build upon the strong safety culture which was
acknowledged in their feedback to our independent Safety Climate Survey in 2019. We will
continue to look for opportunities to enhance this established safety culture.

4.213. The hazards associated with an electricity network require strict controls to minimise the risks to
those who work on it. The use of bespoke equipment designed and built to strict standards must
be complemented by appropriate information and training. We have an in-house training team
that delivers craft training, operational training and specialist training for those working on the
network. We are also developing new training schemes to address the safety challenges linked
to the adoption of Distribution System Operator techniques and practices.

4.214. We are constantly looking at ways to improve the effectiveness of this training and will review
the content of all our bespoke training courses during RIIO-ED2 to ensure these cover all the
elements needed to keep staff safe.

4.215. During RIIO-ED2, we plan to retain our place as a leading safety performer by reducing our
average Accident Frequency Rate (AFR) by an additional 10%, on our RIIO-ED1 performance.

4.216. Following the success of our first Safety Climate Survey in 2019, we will conduct two surveys
and follow this up with discussion workshops across the business. Trade Union safety
representatives will provide enhanced feedback and review the results of the survey and any
comments received.

Core Deliver safety action plans informed by two Safety Climate Surveys
(oLl lnlify w4 with all our staff and contractors during RIIO-ED2.

Improving communication of health and safety related information to staff and
contractors

4.217. We actively participate in and lead many national working groups and initiatives related to health
and safety. We will continue to co-operate with our peers to influence and promote improved
practices across the whole industry through initiatives including the Electricity Networks
Associat i oRowesing Improvement and the Health & Safety Executive® Helping GB Work
Well programmes.

4.218. Throughout RIIO-ED2, we will continue to deliver conferences to staff and contractors to
promote and share safe working practices and lessons learned from recent events. We will
invite independent experts to provide advice and information, linking to our own safety action
plan.

4.219. We will continue to work with our contractors to ensure that safety remains a key priority and
that their safety performance is monitored by appropriate site safety visits and contractor audits.
We will share learning from safety issues at regular review meetings to influence improvements
in safety performance.

4.220. We have a comprehensive library of documents that are shared with staff and contractors to
highlight the hazards associated with working on or near the distribution network, as well as
measures to control the risks associated with these hazards. During RIIO-ED2, we will review all
of our health and safety documents and ensure the advice and instruction they provide is both
clear and effective.

4.221. Effective communication is important to ensure that staff and contractors understand health and
safety related information. During RIIO-ED2, we will continue to review the way in which we
communicate health and safety information to ensure we deliver effective, engaging material for
both staff and contractor organisations using the most appropriate means of communication.



Safety of the general public

4.222,

4.223.

4.224,

We know that members of the public may become exposed to the dangers of electricity because
they are not fully aware of the hazards involved and that this can lead to serious injury or death.
We provide information and education to minimise the risks.

In RIIO-ED1, we have:

Distributed 540,000 safety leaflets to date
Educated over 375,000 children about electrical safety
Installed enhanced security at over 700 substation sites

Our stakeholders have told us that our priorities for RIIO-ED2 should be to:

Maintain a focus on health and safety

Consider the safety impact of new and emerging technologies before they are connected to
the networks.

Ensure that we continue to raise awareness of the dangers of electricity to the general
public

Ensure our assets remain fit for purpose.

Provision of information to members of the public

4.225.

4.226.

4.227.

Commitment 33

Core

We believe that, by providing information and education about the hazards associated with
electrical apparatus, we can reduce the number of incidents and the number of people who
suffer injury from electricity. Throughout RIIO-ED2, we will continue to provide leaflets and
information to members of the public and landowners. We plan to deliver safety related
information to over a million customers by distributing safety literature and making greater use
of social media to reach an even wider audience.

During RIIO-ED2, we will continue to collaborate at a national level to remind people in other
industries and businesses of the dangers of working close to electrical networks. Safety
information will be provided in the form of videos, social media messaging, posters and media
campaigns as well as in safety leaflets. We will also issue advice to groups or organisations
whose members may be at greater risk as a result of carrying out activities close to our
equipment.

Our education programme provides information and education to children and young people, to
alert them to the dangers of electrical equipment. We will build on the achievements of RIIO-
ED1 by extending our programme to reach a further 80,000 primary school age children per
year during RIIO-ED2. This will be achieved through school visits, sessions at our five
permanent Safety Centres, Crucial Crew events alongside other emergency services, and our
presence at popular, family exhibitions and shows.

Send electrical safety education packs to every primary school in
WPD's region in RIIO-ED2 and educate at least 80,000 children per
year via direct learning to keep them safe.

Removal of hazards from school playing areas

4.228.

Our programmes of inspection, maintenance and refurbishment keep overhead lines in good
condition and our work on overhead line clearances ensures that overhead lines are of a
sufficient height above ground. This means that there is generally a low risk of failure and
exposure to hazards.



4.229,

4.230.

However, we recognise that storms can cause damage to overhead lines and that children may
not be aware of the hazards. For this reason, we are proposing a new area of work, which
involves undergrounding, insulating or diverting overhead lines that cross school play areas.

We are proposing a new area of work, which involves undergrounding or diverting overhead
lines crossing school play areas. This follows an incident in the West Midlands where an oak
tree caused an overhead line to fall onto an unoccupied playground. Our proposals will help us
to remove risks of this kind and improve the safety of children and staff at schools. We have
surveyed all the schools in our region and ranked them according to risk; we plan to carry out
work at all schools and other play areas where the risks are deemed to be medium or higher.

Reduce the risk of injury or harm to children by delivering 780

Core schemes (43% of total locations) to underground, insulate or divert

ohlylnlifyi#e?” W overhead lines that cross school playing areas, targeting the

highest risk sites first.

Compliance with health and safety law

4.231.

4.232.

We will install, inspect and maintain our assets in line with best practice and to ensure they
comply with all health and safety regulations, continue to operate safely and do not expose
anybody to avoidable danger.

We will continue to work with the Health and Safety Executive to prevent accidents and promote
safe working practices, both for our own staff and the contractors who work with us.



Workforce resilience

4.233. We believe that our success as a company is due to the talents and commitment of our staff. At
WPD, we work collaboratively with Trade Unions to create a working environment where staff
are empowered to develop, progress and flourish.

4.234. Our operational workforce consists of geographically-based teams responsible for all activities
in that area, complemented by a range of support staff. We operate a flat management structure
which means there are only three management layers between a team manager and a director.
This structure makes decision-making and problem solving much quicker and empowers
employees to act within an agreed framework of authority.

4.235. Atypical licence area consists of a Network Services Manager (NSM) overseeing network
operations, and six to eight Distribution Managers (DMs) responsible for between four and eight
Team Managers (TMs). The TMs look after day to day activities including maintaining existing
assets, planning and delivering network improvements, responding to faults and providing new
connections. Their teams are made up of craftspeople and operators, technicians, planners,
engineers and specialists, and team support staff.

4.236. The team structure is supported by Network
corporate functions including employee Services
relations, finance, information Manager
technology, communications, and ;
payroll and pensions, among others.
The team ethos is based on minimal
layers of management with local issues
being resolved locally.

Distribution

Managers
4.237. Atthe start of RIIO-ED1, our total
workforce was 6,467 employees and

Team
Managers
this has remained almost unchanged. :

The average age of staff members is R

41.5 years. During this period, our staff : : :
turnover rate has averaged 4.26% a
year which is slightly higher than in
previous years due to a higher : : : :
proportion of natural wastage during
RIIO-ED1. L

Figure 4.17Net wor k Servi ces?®d

Some highlights in RIIO-ED1 include:

i Our ratio of male/female staff has changed due to an increase of 150 female employees
across many roles.

1 While 2019 statistics from Women in Science and Engineering indicate that the percentage
of women in the Science, Technology, Engineering and Mathematics (STEM) workforce has
dropped, we are bucking this trend by recording a steady increase.

1 We have also increased staff from ethnic communities, adding a further 22 employees from
ethnic minority groups.

i Our apprenticeship and trainee intakes over the period amounted to 713 employees
including 78 internal trainees.

112
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Our workforce resilience core commitments for RIIO-ED2

What our stakeholders said about the workforce resilience

Stakeholder Priorities
Provide flexible working packages and other incentives that suit the whole working

Develop a flexible, resilient workforce prepared for new roles and ways of working in the future
Improve outreach to schools

Evaluate how WPD reaches out to younger people ready for employment
Figure 4.18 Stakeholder top priorities for Workforce Resilience

1 demographic including sabbaticals, time off in lieu, and flexible retirement plans

2 ‘ Create an age-inclusive environment that accommodates different working practices between
generations

K] \ Provide emotional support to build trust amongst staff

4 ‘ Provide clear, whole-career, and personalised development pathways for staff that enable
progression through WPD

5 ‘ Equip managers with skills to empower other staff and implement personal development
programmes

6

7

8

4.238. As we move into RIIO-ED2, we will continue to build on our existing principles:

Our people are our company
We will be recognised by the actions of our people
Our people exhibit our behaviours and values

4.239. We will continually review and identify opportunities to manage and motivate our loyal, valued
and resilient workforce to deliver results and meet future challenges.

4.240. Many of these challenges i including the changing energy markets and carrying out Distribution
Sy st em Op frnctionse wilbecall for new and additional skills among our workforce. We will
ensure we have these skills both by recruiting externally, and by training and upskilling our
existing employees.

4.241. We have developed two priority areas as part of our Workforce Resilience Strategy.

Priority 1: Promote WPD as a stand out employer in the UK

4.242. We recognise that we will need to develop the existing talent in our workforce, as well as
attracting new skills and talent from across the UK to WPD, in order to deliver our commitments
in the changing electricity sector.

4.243. We will promote WPD wherever we can to increase our attractiveness as an employer and
establish WPD as 6a great place to worko6. This mes
activities, including our work in schools and colleges, at community events, and as part of our
careers programme. We must also ensure that our culture and business style remain attractive
to new and existing employees from all communities.

4.244. We are mindful that mental health is a huge concern in work places across the UK. We have
initiated training in mental health awareness for both managers and Trade Union
representatives, along with a mental health policy and procedural guidance to support this
training.

4.245. We have trained more than 300 middle and senior managers in mental health awareness to act
as mental health first aiders, along with 11 Trade Union representatives. We plan to train more
Trade Union representatives as well as employees who have a desire to support mental health
in the workplace.



4.246. We will achieve the Investors in People award, gaining at least gold accreditation which will put
WPD in the top 18% of all UK companies. This will provide independent verification of our
employment practices and show potential employees that they will be joining an employee-
focused company which will benefit their career.

Demonstrate exceptional and embedded employment practices by
achieving gold accreditation with Investors in People by the end
of RIIO-ED2.

Core
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Priority 2: Improve and increase the diversity of our workforce

4.247. We want to create a workplace in which employees from a diverse range of cultures and
backgrounds feel 6at homebo.

4248. During 2020, our CEO | aunched WPD6s ORespect Chart
working together and outlining our aim to:

Be professional and act with integrity

Promote and champion fairness and inclusion for all
Respect and value differences

Treat everyone with courtesy and respect

4.249. WPD also signed up to the Dying to Work Charter, in collaboration with the Trades Union
Congress and GMB Union, which details how we will support, protect and guide employees
following a terminal illness diagnosis.

4.250. During RIIO-ED2, we are committed to continue to be an inclusive, respectful and diverse
employer that rewards performance, enables professional development and encourages
employee engagement, and where everyone is treated fairly and with respect and dignity.

4.251. Our proposed actions for diversity and inclusion will help us work towards accreditation at a
national standard.

Achieve year-on-year improvements to the levels of diversity
within the business and publish an annually updated Diversity
and Inclusion Action Plan.

Core
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Figure 4.19 Workforce Resilience Strategy
























































































































































































































































































































