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1. Introduction

Western Power Distribution (WPD) submitted its draft Business Plan in 2013 as part of
Ofgem’s most recent price control, RIIO-ED1. The plan was produced following considerable
engagement with stakeholders and was ‘fast-tracked’ by the regulator in 2014.

WPD is committed to continued engagement with its stakeholders on the delivery of the
Business Plan and other key strategic decisions.

In January 2016, WPD hosted six workshops in locations across its network area in order to
get feedback from stakeholders. The fourth of these workshops took place at Villa Park,
Birmingham, on 26" January 2016.

Westbourne (WB) was appointed, as a specialist stakeholder engagement consultancy, to
independently facilitate the stakeholder workshop on behalf of WPD and neutrally report
back on the outputs.

Each of the workshops began with presentations by senior WPD representatives followed by
roundtable discussions and electronic voting on set topics. The roundtable workshops were
facilitated by trained WB facilitators and stakeholders’ comments were captured by WB
scribes.

Where possible, verbatim quotes have been noted by the WB scribes. However, comments
were not attributed to individuals in order to ensure that all stakeholders could speak as
candidly as possible. In some cases, individual tables did not answer all questions. Where
this is the case, the table has not been included in that section of the report.

This report is a recording of the outputs from the stakeholder workshop. A copy of the
presentation given by WPD can be found here’'.

T http://www.westernpower.co.uk/docs/About-us/Stakeholder-information/January-2016-Workshops/Jan-2016-stakeholder-
workshops-presentation.aspx
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2. Overview of the workshop

There were three discussion sessions within the overall workshop that provided an
opportunity for stakeholders to review the Business Plan and provide WPD with feedback. The
discussion sessions were as follows:

Workshop 1: Re-cap of WPD’s long-term priorities. The first workshop involved an
update on WPD’s long-term priorities in the last year and an interactive session where
the groups ranked each of the nine priorities as high, medium or low.

Workshop 2: WPD’s Business Plan and current performance. The second workshop
involved an outline of WPD’s performance on the work plan and an interactive
discussion on WPD’s approach to reporting back to stakeholders.

Workshop 3: Long term — starting to address these priorities. The third workshop
involved a more detailed look into two specific long-term priorities: “Smart networks”
and “Affordability”. Thisincluded an in-depth discussion on WPD’s approach to “smart
networks” and an interactive session on WPD’s planned actions and ideas from other
DNOs to address “affordability”.

Separate surgeries also took place on the Connections Improvement Plan, social obligations
and the role of a distribution system operator (“smart networks”).

Attendees

A total of 62 stakeholders attended the workshop. There were a range of representatives
from different backgrounds, including the domestic, business, local authority, political,
developer/connections, environmental, energy/utility, academic/education,
housing/development, voluntary, law and technology sectors.

Stakeholders were asked to identify themselves as one of ten listed stakeholder types or
select ‘other’ if none of the options matched. The results can be found below:

What type of stakeholder are you?

Energy / utility company representative I 23%
Other representative I 19%
Developer / connections representative NN 16%
Business customer (or representative) N 11%

Local authority officer / elected representative NN 8%

Domestic customer / consumer interest body... I 8%

Housing / development representative NN 6%

Academic / education institute representative NN 6%

Environmental representative T 2%
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Alongside those attending in a personal or domestic customer capacity, the organisations
represented were:

ABB

Acrastyle Limited

Adas

AES

Amberside Energy Ltd

AMT Sybex

Anesco

Aston Professional Engineering
Centre

Babcock

Birmingham Community Healthcare
NHS Trust

British Red Cross

Cannock Chase AONB

Cannock Chase District Council
Citizens Advice

Coventry CAB

Coventry Citizens Advice Bureau
Coventry Consumer Network (CCN)
Eaton

Eco2Solar

Electricity North West

Encraft

ENWL

Family/Optima Community
Association

Federation of Small Businesses —
Birmingham

Westbourne

Fortis Living

Geldards Llp

JRC Ltd

Kepsey Parish Council

Kier

Lucky Electric
MarketReach

Morrison UC

National Energy Foundation
National Grid

Npower

Primrose Solar

RES Group

RWE npower

S&C Electric Company
Solarcentury

South Staffordshire Council
Sterling Power

Tatton Estate Management Utilities
TNEI

TUSC

UK Power Reserve
University of Birmingham
Warwick University

West Mercia Housing Group
Worcestershire County Council
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3.

Summary of feedback

Workshop 1: Re-cap of WPD’s long-term priorities.

The attendees stated that connections and the resilience of the network were their
key concerns and reasons for attendance. Several other attendees pointed to
vulnerable customers as a key concern and said that they wanted to further
understand WPD’s priority services register. Finally, “smart networks” was also
highlighted as an area of interest for many of the stakeholders.

Across the tables “keeping the lights on” and “smart networks” were ranked the
highest and second-highest respectively, in importance among the priorities.
“Government legislation and policy” was recognised as important as influencing
government can affect the connections process and the development of a framework
for smart networks.

“Vulnerability” was widely considered to be an important priority and it was noted that
there is a lack of understanding about the issue among the major utilities.

Several stakeholders identified a link between “workforce renewal and skills” and
transitioning towards a “smart network”.

“Customer awareness” and “customer information and data” were ranked least
important and second-least important among the priorities.

Some stakeholders said that WPD had done a good job in terms of making customers
aware of WPD’s role and contact details and this was a reason for “customer
awareness” being a low priority.

How do you rate WPD's priorities?

Keeping the lights on ] 8.78
Smart networks I 6.85
Vulnerability I 6.64
Environment and sustainability I 6.49
Government legislation / policy I 6.14

Workforce renewal, skills and training I 6.06

Affordability I 5.90
Customer information and data I 5.87
Customer awareness I 3.74
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Workshop 2: WPD’s Business Plan & Current Performance.

Overall, there was strong support for the ‘three levels’ model of reporting that WPD
propose to use to report back to stakeholders on their performance against the
business plan.

o One stakeholder captured the sentiment across the tables by saying ‘it makes
sense as an approach. If you want to drill down further, then you can.’

o Several stakeholders suggested that the data could be more specific so as to
allow stakeholders to critique the data.

The 20 page summary document was generally well-received both in terms of length
and format.

Suggestions for improving the 20 page summary document included adding quartlery
reporting, adding hyerplinks to make the document more interactive and creating a
YouTube video to guide users through the content.

The longer document was also well received among stakeholders.

o A business customer representative said simply for me, for a detailed report,
that’s the sort of thing | expect of a detailed report.’

o Commenting on the linkage between
the short and longer report, another
stakeholder said that ‘the short one is
really very good and you can’t produce
it without the long one anyway.’

With regards to the longer report, an
energy/utility representative argued ‘you have §
to get through a lot of political stuff to get
through the information! The political spin
stuff could really be in the middle of the report
while you keep the facts and figures and more
relevant information at the start.’
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WPD’s summary (20 page) report: What are your top 2 topics for inclusion?

Topic area Topic % of
P P attendees
= Public safety education o
Safety = Accident frequency rates 55%
Power cut frequency and duration 68%
Reliability

Percentage of customers restored within 1 hour 40%

Facilitating increased volumes of Low Carbon

. 76%
Environment Technologies (e.g. solar PV)
Reducing technical network losses 47%
Time taken to provide quotations and completed 58%
connections °
Connections . . . .
Customer satisfaction with the connections 45%
process ?
Customer satisfaction results 61%
Customer satisfaction
Complaints 48%
Improving the support services for customers 550
) o during power cuts ?
Social obligations : -
Improving quality of data about vulnerable 45%
(o]

customers (on WPD’s priority services register)

Workshop 3: Spotlight on two WPD strategic priorities.

Smart Networks

Stakeholders generally understood what a smart network was and several commented
that the video helped their understanding. Certain stakeholders highlighted the
importance of educating consumers in this field.

In terms of challenges facing WPD in transitioning to a smart network, a few
stakeholders emphasised that “equipment suitability” was the most important
challenge of the five identified. Certain stakeholders found it difficult to comment
given their limited technical knowledge.

Other suggestions of issues WPD would face included educating consumers and
behavioural change.

In general, stakeholders felt that WPD should engage more on this issue. Some
stakeholders felt that WPD should engage with as many stakeholders as possible
whereas others felt that WPD should identify stakeholders interested in smart
networks and target them, given that this is a technical area.
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What do you think are the top 2 benefits of "smart networks"?

It equips the grid to meet increasingdemand I 37%
It facilitates renewable power connections [ 17%
It facilitates innovative energy services I 15%
A better, more up-to-date infrastructure I 14%

It gives customers better control over their
. T 13%
energy bill

It facilitates broad-scale electric vehicle
o)
charging . 2%

It reduces costs to energy producers [l 1%

It maintains our global competiveness [l 1%

Affordability

e Overall, stakeholders felt that the approach taken by WPD was right and
representatives from voluntary organisations commended WPD’s work in this field.

e Stakeholders ranked WPD’s planned actions in terms of whether they wanted to see
more or less of them. “Develop a new Power-Up referral scheme for the East Midlands”
was ranked the highest; whereas “develop a competition for existing schemes to bid
for partnership funding” was ranked the lowest.

o Stakeholders were asked to vote on whether WPD should adoptideas pursued by other
DNOs. The highest ranked ideas were “Partnerships with Gas Distributors to send
referrals for recipients of Gas Connection Vouchers” and “bi-annually refresh our
social indicator mapping — to better target schemes”. The lowest ranked idea was
“energy efficiency funds (local communities)”.

Of the WPD proposed actions, what are your top 2 priorities?

Develop anew 'POWGI’-Up' referral scheme for _337
the East Midlands ?
Develop new 'Affordable Warmth' projects (eg _ 31%
x3 E.Mids, S.Wales, S.West) °
Develop a competition for existing schemes to _ 16%
bid for partnership funding °
Expand the existing 'Affordable Warmth' project _ 15%
in the West Midlands ?

Introduce monthly satisfaction research with o
supported customers - 6%
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Of the wider DNO actions, which of the following do you think WPD
should implement?

Partnerships with Gas Distributors to send referrals for _ 2.65

recipients of Gas Connection Vouchers

Bi-annually refresh our social indicator mapping to _ 2.41

better target schemes

Energy efficiency surgeries & community projects to _ 2.27

encourage customers to lower energy consumption

T 108

Energy efficiency funds (local communities)

T 178

Fuel poverty outreach projects via food banks

Written feedback

e 65% of attendees found the workshop very interesting, while 35% found it interesting.

o 57% of attendees strongly agreed with the statement that they had the opportunity to
make their points and ask questions. 43% agreed with it, while 0% disagreed.

e 28% of attendees strongly agreed that the right topics had been covered, while 72%
agreed and 0% disagreed.

Stakeholders were also given a chance to make additional comments on the feedback form.
Some of these comments included: “/ think that connection type issues and social
obligations issues should be consulted on separately”, “there could be greater inclusion of
new connections in the morning session”.
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4.

Workshop 1: Re-cap of WPD’s long-term priorities

The first workshop focussed on WPD’s long term priorities. This involved discussions around
the following key questions:

4.1

What are your hot topics/priorities?
Do you agree with WPD’s listed priorities?
Could WPD work with you more/differently to address these priorities?

What are your hot topics/priorities?

Table 1:

A local authority officer representative said 7 keep seeing articles about the energy
shortage and | know WPD don’t generate energy, but if there isn’t enough for you to
distribute that’s a problem. I’'m interested in the connections aspect.’

An energy/utility representative stated /’m an energy storage developer interested in
discussing how we can help the grid operators and also in having a sustainable supply
of electricity.’

An academic/education institute representative explained Y have a university
background in electricity. I've worked with WPD on a Low Carbon Networks Fund
project. I'm interested in what’s happening to develop higher education programmes
fit for the electricity industry. My interests today are technology and future
requirements of smart grids.’

A local authority officer representative said /’m an emergency planning and business
continuity manager for one of the biggest NHS trusts in the country. | sit on the regional
risk management group local resilience forum. I'd like to try and ease WPD further
down their journey towards understanding “vulnerability”. “Vulnerability” has got to
be looked at for consumers in the event of a power cut. I'm interested in the priority
services register.’

Table 2:

A developer/connections representative stated ‘for us it’s about finding out what
you’re doing to allow more generation to connect to the network while not stressing
the network more than it is - but also how to make it smarter.’

An energy/utility representative remarked ‘same goes for me; I've heard the strategy
is that WPD is prioritising “smart networks”.’

An energy/utility representative mentioned for me it’s about vulnerable customers,
how WPD supports them and what priority services registers you have set up - but also
the affordability angle is important and ties in well with the development of “smart

s

networks”.

Westbourne

Page 11 of 130



A voluntary organisation representative felt that %t’s talking to people about what we
do and also finding out what WPD is doing. There’s a lot of amazing work that gets done
and we should find a way to work together as we know what does and doesn’t work!’
A regulator/government representative mentioned “or me it’s the vulnerability of the
sites that we occupy. We want to understand what WPD does and understand how to
improve the resilience of the network, maybe categorize our sites according to their
vulnerability levels?’

Table 3:

Table 4:

A voluntary organisation representative said / met up with some colleagues with the
Coventry bureau who suggested this would be useful to find out how we can work
together with WPD to look into fuel poverty. We do have high levels of fuel poverty so
that is my key interest.’

A business customer representative stated 7submit applications to you and the other
DNOs for new generation schemes
and there are some issues with that
process and how that can be done
better, so !/ want to know more about
how you are planning to develop
that process and any changes you
are considering.’

A voluntary organisation
representative said (s)he was ‘a
research campaigner looking at
“affordability” and “vulnerability”
issues, we have a project with WPD
called ‘Power-Up’. As part of a consumer network we look at the full issue of consumer
/ssues raising awareness among consumers around what their rights are, what their
options are and how to elevate them.’

A developer/connections representative stated ‘our main interaction with WPD is to
apply for connections. Life is getting more complicated for WPD as people are trying
to supply energy, it’s a good thing, it reduces pressure on the grid, but we need to work
with WPD to get good connections. My main interest is in “smart networks”.’

A voluntary organisation representative said ‘all together we have over 20,000
properties and a lot of our residents are from vulnerable households. The main reason
we are here is to see what connections we can make as a lot of our residents are fuel
poor so energy issues are high on their agenda, how they afford to pay and we have an
energy advice team.’
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Table 5:

A business customer representative felt that ‘a few of them seem interesting because
they feed back to the customer, including “keeping the lights on”. But “smart
networks” is the most interesting today, because of the new products we are trying to
bring in. The regulatory structures of Ofgem mean we need “smart networks” in place
to provide these new products. “Customer data” is important because it’s obviously
related to smart meters and new products.’

Table 6:

A voluntary organisation representative said that “environment and sustainability”
should be split. Environment is geographical, sustainability has a longevity aspect to
it.’

Table 7:

An energy/utility representative said 7 am interested in what WPD are thinking about
in terms of “smart networks” and grid reinforcement.’

A law firm representative remarked 7 would like to know more about the connections
process and making sure it is fast and secure.’

A business customer representative stated ‘/ am here to talk about customer privacy
and trust as well as look at “customer awareness” about what to do during a power
cut.’

A developer/connections representative commented 7/

would like to improve my understanding of the

communications process and operations side of the power

business as well as improve my relationship with WPD.’

An energy/utility representative explained 7 want to

understand more as a supplier and how to keep up with

changes made in the industry.’

A housing/development representative added °‘/ am interested in getting better
acquainted with WPD and seeing things from a customer point of view.’

Table 8:

A technology representative stated that (s)he ‘s familiar with WPD’s business plan. /
am interested in understanding WPD’s approach to DSR, DSO, and to understand how
they will keep the lights on while doing this.’

A voluntary representative said ‘my main interest is in “vulnerability”.’

A business customer representative was most interested in connections, ‘particularly
a change in the code of conduct for connections work.’

A developer/connections representative was also interested in connections, and
generally ‘making it less hassle for us to connect.’

An energy/utility representative wanted to investigate WPD’s approach to stakeholder
engagement.

Westbourne
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”

A housing/development representative said that “environment and sustainability
and “affordability” are most important to me.’

Table 9:

A developer/connections representative said that ‘we are looking towards WPD on
behalf of clients to get connections on the network. The networks side of the business
operates very well. But the ICP side is always a little bit difficult because of issues
surrounding connections and regarding connections — renewables, diesels, dealing
with national grid shortfall, frequency issues. So WPD are our first priority, particularly
because most of our customers are based in the Midlands.’

A technology representative contended that ‘we work with a lot of large asset owners,
who are sitting within infrastructure finance and want to evolve those grid connections

¥

to enhance their own businesses and
other technologies. So this is of interest to
our customers. We would like WPD to
consider how we can become engaged
and look at enhancing and utilising these
grid connections. So a lot of availability in
that capacity [solar]. These are the sorts
of engagements that we would like to
focus on.’

An academic/education institute
representative maintained that ‘how WPD
is upgrading the network and how it is IS

responding to the need to generate — these are key priorities. A lot of my organisation’s
schemes look at generation and storage. What is, we want to know, WPD doing and
going to do about this?’

An energy/utility representative commented that ‘seeing what WPD is doing in terms
of stakeholder involvement and the directions it is going in are important priorities. We
are particularly interested in innovation projects and the impacts of these particular
projects on our customers.’

Table 10:

An academic/education institute representative said that (s)he was here ‘to try to
understand the development of “smart networks” at the moment in order to match the
research and skills need to this.’

A business customer representative felt that the workshop would be ‘a learning
opportunity in order to give a background on some of the projects (s)he might work on
in the future particularly to do with smart grids.’

A domestic customer said that, as a knowledgeable customer, his/her priority was
‘looking out for customer interests.’

Westbourne
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Table 11:

An environmental representative started off by stating simply (s)he wanted to ‘clean
up the landscape and ideally help people who live in the West Midlands region improve
their power supply in the process.’

A housing/development representative made a case for making sure the workforce
was up to date with “smart networks”. For example, with smart meters ‘when it’s
installed, currently if a customer switches to another supplier it goes back to being a
dumb meter.” They wondered who the responsibility lay with for that. Although an
energy/utility representative opined that smart meters are ‘such a small part of the
smart network, and WPD are ahead of others in that area.’

The conversation moved to a developer/connections representative, an energy/utility
representative, and a business customer/representative agreeing that “smart
networks” were really their priority after “keeping the lights on”.

Table 12:

An energy/utility representative stated that ‘vulnerable customers and “affordability”
are big topics for us. That’s directly linked to how the energy industry fits together. We
get lots of calls that should be re-routed to WPD and suppliers. Therefore, maybe
there’s an education initiative that could be introduced that improves customers’
understanding about what we all do.’

Alocal authority officer representative asserted that ‘we don’t have any direct interest
in specific types of energy infrastructure, but our residents are obviously concerned
about “keeping the lights on”.’

A housing/development representative claimed that (s)he ‘didn’t know too much about
WPD and this side of the energy discussion. That’s why I’'m here. I’'m keen to open up
discussions with WPD and other stakeholders on issues such as “keeping the lights
on” and “environment and sustainability”, which will go hand-in-hand in the future.’
A developer/connections representative emphasised that his/her top priorities are
“keeping the lights on”, “affordability” and “customer awareness”...in that order.’
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4.2 Do you agree with WPD’s listed priorities?

Table 1:

1711

e Alocal authority officer representative said “vulnerability” is certainly high. I'd put it
close to the top, not as high as “keeping the lights on”, but above “government
legislation and policy”. You need to get more information about where the
vulnerabilities are; it’s looking at interdependencies. If you have two areas that are
prone to flooding or power cuts and one has a higher number of vulnerable customers
that puts this as a priority.’

e A domestic customer argued 7d put

“vulnerability” lower than “government legislation | 2015 2016
and policy”.’

e A local authority officer representative stated
‘utility companies have a significant lack of
understanding about “vulnerability”, so it needs to o — HlGH .
be /7/'g/76'f- ’ skills and training ; ERUERMentann

e A domestic customer argued “keeping the lights

on” must be number one.’

Keeping the light
Keeping the lights on SERARSNEIEDES AN

Government
legislation/policy

sustainability

N Smart networks

Government

legislation/policy
Workforce renewal,

e There was consensus amongst the table that Affordability anid kil and training
“keeping the lights on” was the top priority. vulnerability Customer information
e A domestic customer pointed out that Customer information and data

and data

Affordability

“affordability” is obviously important, but so
much of it is out of your control, even as a
generator. There’s not very much that can be done
on this, it’s determined by factors beyond WPD’s
control.’

e An academic/education institute representative
said “affordability” is pretty low; there might be a Bl
confusion between price and “affordability”. /

Customer awareness

J Customer awareness

don’t think we pay enough for energy and then we
waste it.’

e An academic/education institute representative argued ‘the environment is clearly a
priority but I’d put it quite low down.’

e Anenergy/utility representative said ‘you would also include network upgrades in this
priority. | would put that as number two or three. What are you going to talk about if
you don’t think about how you’re going to sustain resources?’

e Anenergy/utility representative said 7 think “customer awareness” is fairly low. Most
people would go to websites to find out information in case of a power cut.’

e An energy/utility representative suggested ‘“customer information and data” links up

to “keeping the lights on” and “smart networks”; they depend on each other. To keep

lights on you need to know supply and demand.’
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Table 2:

A voluntary organisation representative highlighted ‘you can’t deliver without good
people and good skills so “workforce renewal” is still high on the agenda.’

A regulator/government representative questioned ‘do you know how many
apprentices WPD have taken on this year?’

An energy/utility representative queried ‘what about the number of graduates? Are
they comparable to the number of apprentices you are taking on?’

A voluntary organisation representative enquired ‘does WPD sponsor
undergraduates?’

A developer/connections representative asked
‘how many would you say are leaving year on year?
Are you taking on more engineers than you are

losing at the moment?’
An energy/utility representative made the point

that / guess it’s an area that I’'m particularly close || Workforce renewal, HIGH
to and for me | would keep “affordability” and e’
“vulnerability” as medium or high.’ WOEkEOrce FAnewal
A developer/connections representative felt that sHillsand valning
‘ves, surely that’s quite high then, looking after
customers and doing the right thing should be a IS GTRER RIS TEOn
very high priority.’ and data legislation/policy
An energy/utility representative enquired ‘what =
about stuff like SF6? That should be a big ZE
environmental priority for you.’

An energy/utility representative remarked ‘my
thoughts are -accepting that everything on that list
/s a priority- the environment would be a slightly
lower one.’

2015 2016

Government

legislation/policy

Affordability and
vulnerability

Environment and
sustainability

Government

Customer information
and data

Customer awareness

Table 2

A voluntary organisation representative
commented 7 don’t really know how you’'re doing already in the environment so it’s
hard to place what sort of a priority it is.’

An energy/utility representative highlighted that ‘the power distribution industry is
quite far behind in assessing exactly what your carbon output is, especially compared
to say the oil and gas industry. | think it would be good to have the spotlight shone on
the environmental factors one by one so you can understand exactly how green your
company is and which areas you can improve upon to reduce your carbon footprint.’
A voluntary organisation representative felt that ‘medium feels the right place for
“customer information and data” as you’ve done quite a lot of work on that area
already.’

A developer/connections representative agreed ‘yes “customer information and data”
/s certainly not the highest topic.’

An energy/utility representative stated “smart networks” are the key to so many other
things; it’s the key to making everything affordable.’
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¢ A developer/connections representative considered that t’s vital for us, as a well-
developed smart network will free up our resources and time that can then be put into
new areas of development.’

e Avoluntary organisation representative concurred ‘yes, it should be pretty high.’

Table 3:

e A voluntary organisation representative questioned ‘do we need to think about
“affordability” and “vulnerability” being separate? It might be that one of them would
be higher.’

e There was consensus around the table that “keeping the lights on” should be a high
priority.

o Everyone also agreed that “smart networks” should be the top priority.

e Abusiness customer representative emphasised that “smart networks” are the most
important to me because everything else will fall in place if you get that right.’

e Abusiness customer representative agreed and commented that “keeping the lights
on” isn’t important. Something | would like to see is some serious consideration with
offering tariffs to customers who are fine not having their lights on all the time. I think
the mantra of “keeping the lights on” is a bit unhealthy.’

o A developer/connections representative raised a point that ‘we need to look at the
long-term needs and the ability to “keep the lights on”
on the basis that things will change structurally. We
have a very traditional view still and we have to bear in
mind that people use power in a very different way now
and that the way it’s all being generated is changing
with more solar power and wind generation.’

e (S)he added that ‘the whole configuration of the
electricity network has completely changed and all the
other facts will all be placed around the new model of Affz:iztr’:g‘llltay"d
“smart networks”. | think, even though you have to |~
“keep the lights on”, if you don’t do very well with
“smart networks”, it will backfire.’

e A developer/connections representative pointed out
that ‘you have to be very careful with that though. There
/s still a huge need to “keep the lights on” because . WolkFarcs anewal, Sl
people will moan otherwise. Over time, you will have to Sl
educate people as to how and why to do it.’ Table 3

e A housing/development representative wondered if
‘part of the issue is that your resilience has been buried a bit too much into “keeping
the lights on”? Perhaps resilience is the issue there. | am just wondering if it’s lost a
bitin there.’

e Avoluntary organisation representative said 7 would probably still have “keeping the
lights on” at the top with “smart networks”. It is just an accepted phrase. It means it

2015 2016

Keepmg the

Keeping the lights on [ Customer infor- Smart networks
mation
Smart networks and data
Afordablity

Government
/; | legislation/policy
Government o Environmentand
legislation/policy

Workforce renewal,
skills and training

sustaina bility

and data

Customer awareness
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is available when people need it. | take the point that that is a static position so from
WPD’s perspective, that is your aim, but in the longer term we should look at other
things. You can do everything but if the electricity is not delivered to consumers when
you do it, why do anything else?’

e Adeveloper/connections representative highlighted that ‘people need to understand
that it isn’t just about “keeping the lights on”. There is a huge educational aspect and
making people realise you have to invest in other things as well.’

e There was a general consensus that “workforce renewal” should be moved down to be
a low priority.

e Alocal authority officer representative felt that “workforce renewal” seems more of
an inner planning thing for WPD to take on in the background whereas the others affect
customers. | see it as a way of facilitating the priorities rather than a priority itself.’

e There was consensus that “affordability” should be a high priority.

¢ A housing/development representative pointed out that ““affordability” should be
higher up on the list because everything will go back to “affordability”.’

e Alocal authority officer representative commented that ‘even if you cut 20% on your
price, it’s not really going to have a massive knock-on effect on the customer’s bill.’

e There was general consensus that “customer information and data” should be a high
priority.

e The table agreed that “government legislation and policy” should remain a high
priority.

e A housing/development representative
insisted that ““government legislation and
policy” needs to remain high because you
would expect WPD to try and influence
[government] to get a sense of direction as |
to the changes which are needed.’

e A business customer representative felt
that %t should possibly be higher because
they need to be able to influence the
government so they don’t make stupid
mistakes.’

o There was consensus that “vulnerability”
should remain a medium priority.

e A voluntary organisation representative raised the point that ‘WPD has done a lot of
work in the area of “vulnerability” so it doesn’t feel like such a high priority assuming
that moving it down doesn’t reduce any of the efforts being put in.’

e Therewasageneral consensus that “environment and sustainability” should be a high
priority.

e Abusiness customer representative highlighted that ‘being regulated would force the
prioritisation anyway.’

e A voluntary organisation representative explained that ‘this /s about WPD’s carbon
footprint which feels on par with legislation.’

Westbourne
Page 19 of 130



A business customer representative argued that ‘decarbonisation is one issue and
environment is another issue. | think that should be split into two.’

Table 4:

A voluntary organisation representative said ‘put “keeping the lights on” right back at
the top, even though my position is about “affordability” and “vulnerability”, that
doesn’t matter if the lights aren’t on.’

A developer/connections representative said ‘representing a renewable connections
/’d say “smart networks”. I’'m certainly interested in that.’

A voluntary organisation representative retorted ‘that is where professional interests
are going to come in.’

A housing/development representative argued ‘when you see “smart networks” I’'m
not quite sure what is going to happen going forward, what | am sure of is an awful lot

of money needs to be spent, and what | want to know
is where that money is going to come from to upgrade
the network. For me, it’s a fairly crucial issue. I’'m not
in the green energy issue, but | know it’s going to be a
crucial thing.’

2015

Keeping the lights on

Smart networks

2016

Keeping the lights on

. . . Vulnerability
A voluntary organisation representative asked ‘are || Workforce renewal, H'GH _

skills and training

“smart networks” required to keep the lights on in the
future, if so then it needs to be near the top.’

A developer/connections representative said in
relation to “environment and sustainability”
‘ironically | should be really interested in that, it
should be important, but it's “smart networks” that
matter more to us as a business. It doesn’t actually
relate to renewable business.’

A housing/development representative said ‘that
links back to the “smart networks” issue because
government policy will influence how “smart
networks” develop. How much WPD can influence | Table 4
that, as it will be a national or even European issue,

Government
legislation/policy

Affordability and
vulnerability

Customer information
and data

Customer awareness

Workforce renewal, skills
and training

Affordability

Customer information
and data

Government
| legislation/policy

Bl Customer awareness

Environment and
sustainability

will be interesting as it may not necessarily be their job. To what extent is it their job
and can they influence it?’

A developer/connections representative commented 9t’s difficult because these
things are all interconnected. For example, there won’t be the major change in a key
area like storage that can happen without government.’

In relation to “environment and sustainability”, a developer/connections
representative said “et’s put it at the bottom.’

A voluntary organisation representative said 7’d put “affordability” high. As a
Sstakeholder the difference between “affordability” and “vulnerability” is interesting.
They’re both important, but I'd put “affordability” pretty high. I'd have “vulnerability”
Jjust ahead of “affordability”. There’s a confusion between the two. “Affordability” is a
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much broader issue, it’s important to us as stakeholders, but “vulnerability” is more
important.’

e A developer/connections representative believed ‘this comes back to “keeping the
lights on”, but “keeping the lights on” for the vulnerable should be even more
important.’

e Adeveloper/connections representative argued 7°d put “vulnerability” on the top, the
impact on my life of the lights going out is an inconvenience, if it goes out for someone
on life support its much more serious.’

e On “customer awareness” a housing/development representative contended
‘certainly in the South West, because WPD has been there so long, everyone is aware
[of WPD]. There is some doubt in the wider community about who does what, but in
terms of knowing who to ring in a power cut you’ve done a massive amount of work.’

e A voluntary organisation representative felt that %t depends on the area, it depends
where you’re from in this area. I've never come across WPD and wouldn’t know who to
call.’

e Avoluntary organisation representative agreed ‘yesin
the Midlands, despite all the work we’ve done to raise
awareness. It’s surprising how many people don’t
know.’

e Ahousing/development representative commented 7/
think WPD do an awful lot with training. The
construction industry as a whole feed into WPD. I’ll make no bones; we are very poor
at training and long term thinking. If it’s booming there’s always a shortage. WPD are
always going to invest. | think it’s key, you have to have the engineers to keep the lights
on.’

e Adeveloper/connections representative responded ‘you can’t argue with that.’

o Atechnology representative felt that “customerinformation and data” s more related
to “smart networks”, but I’m not sure what WPD’s plans are. What is the penetration
of smart meters currently? If you consider “smart networks” to be a priority then
collecting “customer data” has to be a priority. Unless you have smart meters.’

e Ahousing/development representative asked ‘how crucial is “smart networks” at the
moment, or will it become more prevalent as smart meters are rolled out.’

e A technology representative said “smart networks” ‘might not be very vital now, but
will be in a few years’time’.

e A developer/connections representative posited ‘when you’re applying for a
connection, WPD are pretty good compared to others about maps of the network, so
from our point of view as a business I'd put it up a bit.’

Table 5:

e An elected representative said ‘first priority is still “keeping the lights on”. Because
we are a rural area, we've had a lot of outages this winter. | can understand why, I'm
not criticising WPD, but they need to update the network to make sure the lights stay
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on. The other thing is *“affordability” and “vulnerability”. | would say it’s more
important than “smart networks”.’

e An elected representative confirmed that “keeping the lights on” is still the highest
priority.’

e Abusiness customer representative said ‘my members cannot function without having
the lights on.’

e A business customer representative considered that / think “smart networks” needs

to be relatively high, because if we prioritise that now, it will feed back to the customer

and help develop new products.’

e A business customer representative said ‘to me, | 2015 2016
engaging with government goes hand in hand with
talking to local authorities and highways
authorities and consulting on long-term plans.
The key is that they should look at each other’s
long-term plans.’

o Abusiness customer representative asked ‘are we o
talking about how WPD can liaise with government legislation/policy
to shape legislation and policy?’ Affordability and

e An elected representative pointed out that vulnerability
“workforce renewal” comes high because new
technologies and techniques mean people are not
prepared.’

e A business customer representative raised the
point that ‘skills training is holding back the
economy. There  haven’t  been  proper
apprenticeships for decades, because the
Government decided that training wasn’t needed
because we should all earn our money from the

Keeping the lights on Keeping the lights on

Smart networks Workforce renewal,

skills and training

Workforce renewal,
skills and training

Smart networks

{ Environment and
sustaina bility

Government
legislation/policy

Customer information
and data

Customer information
and data

Customer awareness

Vulnerability

Customer awareness

<t
f

Affordability

Table 5

City.’

e Abusiness customerrepresentative suggested that ‘environment and sustainability is
necessary because of climate change. Where you once would have installed
equipment, you can’t anymore in the future. Some outages could be eliminated by
rooting cables.’

e Abusiness customer representative considered that %t has to be somewhere on there
because everyone is looking at “environment and sustainability” now. Businesses are
increasingly looking at sustainability as a criteria for working together.’

e An elected representative argued that ““environment and sustainability” should be
above “government legislation and policy”. You could say that one drives another.’

e A business customer representative commented that ‘““government legislation” is
Imposing environmental obligations.’

e A business customer representative said
priority.’

113

customer awareness” is still the lowest
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A business customer representative replied that 7t needs to be higher — it helps the
customer if you engage with them and let them know what WPD is doing. It will help
with “vulnerability” as well.’

A business customer representative raised the point that ‘some electricity companies
have been fined significant amounts of money recently for not paying attention to their
customers’data.’

An academic/education institute representative said ‘“customer data” should go
lower down.’

A business customer representative disagreed, saying that ‘so much can go wrong
with smart meters, so there needs to be investment to minimise risk and maximise
reward.’

A business customer representative suggested that ‘sometimes you can avoid a
situation by making people aware of the situation.’

A business customer representative felt that ‘with the economic climate as it is,
“affordability” is a very high priority.’

An elected representative agreed with prioritising

“affordability”.

An academic/education institute representative said 7/

wouldn’t split “vulnerability” and “affordability” as

priorities. They are equal to me as priorities.’

A business customer representative asked if ‘disruptions

were mainly caused by cables in the ground or overhead cables?’

A business customer representative commented Y/ think “vulnerability” and
“affordability” should be switched with “vulnerability” higher. Medical problems
should go above cost.’

An academic/education institute representative agreed that f it’s a medical thing,
then surely it should go top of the list. It ties into “keeping the lights on”.’

A business customer representative suggested that ‘in terms of “vulnerability”, it’s a
matter of knowing which customers are in a vulnerable situation and knowing what to
do in a power outage.’

Table 6:

An elected representative suggested that “vulnerability” should be higher than
“affordability”. “Vulnerability” should definitely be higher than where it was placed
last year.’

A voluntary organisation representative asked ‘how much impact can WPD have on
“affordability”? How much is within your remit? Perhaps as a priority for you it should
come lower down. “Affordability” is the responsibility of others.’

An energy/utility representative stated that %t is all interlinked. “Affordability” and
“vulnerability” are one and the same.’
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Avoluntary organisation representative asked ‘why is customer information a category

on its own? You can’t do it on its own. [It's
something that relates to all other topics.’

An energy/utility representative said ‘“keeping the
lights on” is a given. It needs to be a top priority.’
A voluntary organisation representative

emphasised that ‘““government legislation and ch:_rlrforc; renewal, |l S '
. . . . ; skills and training T
policy” is low on my list of priorities. An awful lot is E o
out of WPD’s control.’ Seremment 25 E
L . . legislation/policy 5 = Vulnerability o
An energy/utility representative agreed, saying £ ° 3
73 . . .y Affordability and g e
that “government legislation and policy” should be vulnerability 5 Affordability [l =
H J
dealt with by Ofgem Customer information Government
A voluntary organisation representative suggested and data legislation/policy

2015

Keeping the lights on

Smart networks

2016

Keeping the lights on

that it might be worth taking “workforce renewal” || Customer awareness
off the list. This is not something that should be
seen as an issue in its own right.’

A voluntary organisation representative argued
that “environment and sustainability” should be
high, as if it is bad it stops you doing other things.
Sustainability is a good thing for CSR and financial
reasons. It should definitely go above “government

Table 6

| Customer awareness

|Workforce renewal, skills
and training

pue juswuoanaul

legislation and policy” as a priority.’
An elected representative went even further, and said ‘it should go above
“affordability” as well.’

Table 7:

An energy/utility representative remarked 7 think “keeping the lights on” is the top
priority, that goes without saying.’

An energy/utility representative mentioned ‘there are li