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We have set out our intentions to maintain UK Power Networks as the best performing network company in Great 
Britain against a backdrop of transformative change in the energy system and across society as we decarbonise 
every aspect of our economy. We have established an ambitious business plan, built around seven ‘Keys to 
Success’ in delivering on our customer and stakeholder priorities. Digital and data enabled technologies and 
capabilities are intrinsic in their delivery and everything we aim to achieve in RIIO-ED2.  

Technology has always been an enabler for our business – it has allowed us to communicate with customers, 
deliver work more efficiently and helped to maximise the resilience of our network. Throughout the past 20 years, 
technology has transformed how we do business and digitalisation is increasing the extent and pace of change. 
With this in mind, we are committed to improve the opportunity this transformational period presents to us, going 
beyond using technology as a simpler enabler, ensuring it is a fundamental differentiator in how we deliver our 
current and future services. 

We wish to thank the Customer Engagement Group, Challenge Group, and organisations such as Citizens Advice 
for their challenge which has helped us to better articulate the important role that data and digital plays in delivering 
for our customers. We have listened and acted on this feedback in order to improve our plan by explaining how 
Digital will deliver better service and greater efficiency for the benefit of our customers. 

Specifically, this means that we have: 

• Defined the relationship between DSO and digitalisation, providing clarity on the respective investments 
proposed. 

• Improved articulation of how our investments benefit customers - directly and indirectly. 
• Enhanced the definition of the outputs and outcomes we will deliver through our plan and how this 

underpins our seven ‘Keys to Success’. 
• Provided greater insight to the use of data to support smarter networks, our own operations and services 

to our customers. 
• Ensured a clear line of sight between deliverables and stakeholder feedback. 

 

Why is Digitalisation important to us? 

We do not consider digitalisation to be a simple continuation of traditional IT investments. Nor is it something that 
we feel compelled to do just because it is the latest fad. We recognise that digitalisation is driving significant change 
across the sector that we need to both respond to and embrace in order to deliver against our customer’s 
expectations and needs, and to ensure successful delivery of our RIIO-ED2 business plan and commitments. 

For example, a major component of our business plan is to avoid increased costs to customers by making smarter 
investments in the network at the right time. Although within our DSO strategy we address using flexibility to avoid 
major investments in network infrastructure, the digital investments we make here are fundamental in providing the 
enabling information technology and data capabilities. 

Another example is our Customer Service Strategy, where we set out four pillars for supporting customers in RIIO-
ED2, and our ambition to deliver an even better service in RIIO-ED2. Ultimately, we have a choice - we can either 
deliver this improved service through increased resources and therefore higher costs, or we can be smarter and 
deliver through targeted investments based on engagement and feedback. This strategy has been devised to 
enable the latter.  

These are clear examples of how our digitalisation strategy supports our business plan, but it is far from limited to 
just these two. Digitalisation is important to us because it underpins all elements of our business plan. And that is 
why we have linked our strategy to the seven ‘Keys to Success’. 

How we deliver Digitalisation 

Digital is often misinterpreted as only relating to information technology. Whilst it is of course an important 
component of digitalisation, we are clear that it is only a part of the equation. This is why we have defined three 
key pillars within our digitalisation strategy: 

• People and Process 

What people do and how they do it is the most important aspect of any business. For digitalisation to be 
effective and to maximise its potential benefits, we need to develop our people to foster their skills and 
capabilities, from grass-roots data literacy, right through to hard-core digital specialisms. We also need to 
effectively manage change to support people, ensuring they cope in an ever-advancing digital world so 
that we have a resilient workforce that can fully exploit the benefits of digitalisation. 
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• Technology 

Digitalisation naturally depends on the efficient and effective delivery and support of contemporary 
information technologies and systems in order to facilitate the development and delivery of the leading 
digital products, services and solutions for our employees, customers and stakeholders demand. 

• Data and Information 

Data is the lifeblood for any digital system and the communication medium by which human and machines 
all communicate and interact. The need for whole-system interaction and interoperability is making this 
more important than ever, requiring us to recognise, manage and exploit data as a valued business asset. 

 

Success in RIIO-ED1 

Given the extent and pace of change throughout the industry we cannot and have not waited for RIIO-ED2 to 
commence our digital transformation.  Our efforts in this respect have already seen us deliver with success in RIIO-
ED1: 

• People and Process 
 
o We have implemented comprehensive programmes to develop and advance Digital skills across our 

workforce covering Data, Analytics and DevOps. 
 
o We have continued to look beyond our traditional supplier base, seeking new organisations to work 

with, launching our ‘Digital Partners Framework’ to partner with organisations that possess the 
capabilities and delivery methods necessary to support in our success. 

 
• Technology 

 
o We completed our ERP implementation to SAP removing paper-based working for our field staff, digital 

information capture and enabling digital working across the entire organisation.  
 

o In recognising that traditional IT delivery practices are often unsuitable in the delivery of continual, 
incremental digital transformation, we have established an agile DevOps capability, enabling us to 
deliver faster and meet stakeholder expectations sooner. 

 
o We have had demonstrable success in developing new enhanced digital services, such as Smart 

Connect which makes it easier to for customers to connect Low Carbon Technologies to our network 
via self-service capabilities and automated approvals. 

 
• Data and Information 

 
o We have established a Data Centre of Excellence, delivering leading data governance, management 

and engineering capabilities necessary to transition to a truly data-centric organisation. 
 
o We developed and delivered our industry leasing Open Data Portal, providing customers and 

stakeholders with the ability to access and consume a wealth of openly licensed network and asset 
data. 

Our plan for RIIO-ED2 

We are conscious that digitalisation plans are often highly ambitious but defined at a high level and lacking in 
substance. We aspire for our plan to be different – ambitious but practical - with sufficient detail to ensure its 
credibility. 

Our plan has been built from the ground-up via a combination of extensive customer and stakeholder engagements, 
elicitation of knowledge from our staff, evaluation and analysis of our current digital landscape and support from 
leading digital experts.  It is underpinned by our drive to provide the highest levels of customer satisfaction by 
meeting then beating their expectations. Our plan is purposeful and led by the objective of addressing real 
stakeholder needs - we will only digitalise where it provides value and not for digitalisation’s sake. 

Feedback from stakeholders and the Challenge Group highlighted a need to provide greater clarity on how our 
digitalisation and data portfolio link together.  In response, we have compiled a simple infographic (Figure 1), which 
illustrates how investment in foundational IT and data related services underpin the development of specific digital 
capabilities across four strategic business areas. 

Every single one of our investments deliver both direct and indirect benefits for customers.  The infographic and 
supporting commentary summarise the digital and data investments that are required to deliver upon our seven 
‘Keys to Success’ and the commitments given in this overall plan. 
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Figure 1: Digital and data investments that are required 

 

Although the focus of our plan remains on the new services and capabilities that we will develop, we need to ensure 
the right technological foundations are in place, for RIIO-ED2 and beyond. These aren’t transformational, but rather 
necessary steps we must take to ensure our ongoing digitalisation journey is a success and truly delivers to 
customer expectations. 

In simple terms, we will invest in exciting, high-quality, contemporary end-user and customer facing solutions and 
services.  This in turn necessitates investment in the less glamourous enterprise applications and infrastructure – 
all the stuff below the waterline that may not be visible but is of utmost importance. 

What we discuss in this Strategy document 

Over the course of this strategy document, we will discuss how we intend to be a leader in data and digitalisation 
incorporating changing customer needs and preferences. We will discuss how we have delivered early successes 
like our ‘Open Data Portal’ and projects such as ‘Smart Connect’ in RIIO-ED1 to accolades across the industry.  

We will go through how our digitalisation strategy is formed around the wider UK Power Networks business plan, 
specifically how the digitalisation strategy underpins our seven ‘Keys to Success’. We will discuss our approach to 
delivery, and how the strategy and plan has been formulated based on stakeholder engagement. 

We will then present our RIIO-ED2 action plan, including what we aim to deliver, how we know we are making the 
right choices, and our level of ambition. 

Tie in with DSO 

We have intentionally separated DSO from our Digitalisation Strategy, and do not cover direct DSO strategy or 
investments within this document. This is due to committing to build an independent DSO by 2023. Covering both 
areas within a single strategy document insinuates a single stream of digitalisation activity, whereas we have two 
separate and distinct streams. 

This strategy document focuses on both delivering customer outcomes through our ‘Keys to Success’ and building 
the enablers for the digitalisation of the energy system through our data capability. We encourage you to read our 
separate DSO strategy which will address specifically the activities the DSO will undertake to digitalise the energy 
system (Appendix 18: Our DSO strategy). 
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UK Power Networks has the ambition of being a leader in data and digital, within and outside the industry. Our 
vision of leadership is based on being a data and digital disrupter – driving the industry as a whole in navigating 
through this period of unprecedent change. 
 
The transformation that digitalisation is accelerating will extend far beyond the way we interact with customers. It 
will drive advancement in how we provide an efficient and resilient electricity network in our roles as a network and 
system operator. We will see development of smarter networks, where advanced forecasting capabilities will deliver 
optimised investment and utilisation, coupled with compelling consumer propositions and price signals. These have 
the potential to maximise efficiency of the energy system and deliver Net Zero at the lowest cost for society. 
Digitalisation and data are key to unlocking this.  
 
We will combine our knowledge of customer preferences with the delivery knowhow and data to deliver a digital 
experience that enhances the services and products we will deliver for our customers. Leading in this respect 
requires us to be strategic in our thinking with an understanding of the need to be targeted in the application of 
digital capabilities, ensuring it delivers the platform and engine to drive real, meaningful change where it is 
appropriate to do so. 
 
It is important that digitalisation delivers for customers – all of our customers. We cannot deliver products and 
services that exclude sections of society, and therefore we have, and will continue to keep digital exclusion front of 
mind throughout the development and implementation of our services. As a leader in digital, we recognise that 
technology will not solve every problem or meet everyone’s needs - it is just one of many tools to choose from 
within our arsenal.   
 
We will also continue to be open to learning.  Research and development are key, and we will partner with other 
leading organisations to be at the forefront of innovation and development. We are not facing this challenge in 
isolation, and by having an outwardly looking and collaborative mindset we will ensure that customers and 
stakeholders benefit from collective success across the sector. 
 
Digitalisation does not start in RIIO-ED2 - it has been an intrinsic element of our DNA throughout RIIO-ED1 and 
instrumental to our performance improvement. During this period, we have advanced our internal capabilities, 
enabling our workforce to continue to deliver against UK Power Networks’ vision, setting the benchmark in providing 
and operating an efficient, resilient, and reliable electricity distribution network. 

Examples of us leading in the application of digital include being the first UK DNO to have integrated smart meter 
capabilities across our customer contact channels and developing the UK’s first self-service portal for domestic low 
carbon technologies (LCTs) that combines the application and fuse upgrade process in a single digital journey. We 
also launched a UK-first digital control scheme with the Electricity System Operator (ESO).  

 

This is further evidenced by external recognition throughout RIIO-ED1, including: 

• Winners of the Utility Week Digital Transformation Awards. 
• UK IT Industry Awards 

o Highly Commended in 2019 in their IT Project Team of the Year Category for our SAP performance 
improvements based on internal customer feedback. 

o Finalist in 2017 in their Project Excellence Category for our Geospatial Analytics project. 
o Finalist in 2019 for the Best Use of Mobile Technology for our proactive hardware monitoring of field-

staff devices. 
• Highly Commended in the 2019 Digital Impact Awards in the Best Use of Data Category for our website. 
• First place in the ‘Customer Innovation’ category of the 2020 Panasonic Innovation Forum. 
• Ranked first place in Singapore Power’s global Smart Grid Index. 

 
The following infographic provides some of the key highlights in this respect from RIIO-ED1: 

“My colleagues were impressed by the speed and usability of UK Power Networks’ Smart Connect portal and tool, which 
provides an automated assessment for EV charge point installation. They noted that this could provide approval within 1 
second, compared with waiting several weeks for a response from other DNOs.” 
 
Helen Stack, Centrica 
2021 open letter consultation on the Incentive on Connections Engagement 30 July 2021 
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Figure 2: Digitalisation RIIO-ED1 Highlights 
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2.1 DSO, Whole System and Net Zero 
The smart energy future and the target of Net Zero necessitates the development and implementation of digital-
enabled, data-driven capabilities that allow the whole system to readily share data and communicate in a common 
language to maximise performance. Data is vital to all players in the increasingly complex energy ecosystem and 
their need to communicate.  Without speaking a common language and having the appropriate channels 
established, our collective ability to deliver whole-system operation will be compromised. 
 
Whilst for many, the link between digitalisation and decarbonisation may not be obvious, it is in fact fundamental.  
For example, maximising utilisation of the network to increase general efficiency and facilitate the connection of 
Low Carbon Technologies (LCTs) demands advanced, data enabled monitoring and control.  Similarly, the ability 
for Distributed Energy Resources (DER) to be optimally deployed requires machine-based communication, 
facilitated by interoperable data.  Quite simply, the ability of the energy sector to adequately contribute to the 
achievement of Net Zero has heavy dependence on its ability to digitalise. 

2.2 Rising Customer Expectations 
Trends in digitalisation, digital services and data are driving rapid change across the whole of society and our 
economy. Many aspects of life are moving online and becoming connected. Customers’ expectations of good 
products and services are being set by experiences we receive in our everyday lives – from how we bank, to how 
we shop. COVID-19 has accelerated digitalisation in a way that will have a lasting impact on the manner in which 
businesses serve their customers. We must ensure we have foundational systems and capabilities that allow us to 
continually develop and evolve throughout RIIO-ED2 and beyond. We must keep pace with these advancements 
and the evolving needs and expectations of our customers. Consequently, we need to deliver faster to meet these 
expectations. 
 
Like all areas of society, our customers are being continuously exposed to new and evolving ‘digital’ services and 
business models; the most recent experience of which sets the standard for what they expect in the future. 

2.3 Exploiting the Potential of Digitalisation 
Exploiting the rapid evolution of digitally enabled technologies demands transformation which extends far beyond 
data and technology. This requires us to develop and extend the capabilities of our people and embed cultural 
change. Effective implementation and utilisation of digital opportunities needs a flexible, scalable core IT 
infrastructure and the right resource base from which we can expediently implement new, and enhance existing, 
services and capabilities to ensure our network is as reliable and resilient as possible. 
 
A key consideration is this respect is ensuring that every single member of our workforce has the ability to access 
and effectively utilise the digital services and tools available to them.  Failure to deliver broad digital literacy and 
competence will reduce benefit and impact, and almost certainly be detrimental to the moral of those employees 
who are left struggling. 

2.4 Open Data 
Energy Data Task Force recommendations, the resultant Data Best Practice Guidance and the principle of 
‘Presumed Open’ established the need for energy sector participants to openly publish and share network and 
asset data. This is to drive open innovation, enable Open Energy and to facilitate interoperability of systems and 
processes. The standardisation of data, governance and processes requires sustained coordination and 
collaboration and the development of new and enhanced processes and systems throughout the sector. 
 
The provision of interoperable data is key – providing the ability for disparate systems and processes to 
communicate and interact without the need to interpret, translate and re-engineer the data.  Interoperability in turn 
requires alignment to standards and standardisation is dependent on the coordination and alignment of sector 
participants.  We as network and system operators cannot therefore tackle this challenge unilaterally - we must 
work together to ensure we succeed. 



9 | RIIO-ED2 Business Plan 2023 – 2028 

 
2.5 Cost Reduction 
There is constant demand to deliver new and improved services that are cheaper, faster, greener and better.  The 
development of digitally enabled capabilities is key to achieving this.  It however needs to be recognised that 
digitalisation itself requires considerable long-term investment.  It is therefore necessary to ensure that a balance 
is achieved whereby any digital investment is outweighed by the benefits, ensuring that we are able to deliver the 
necessary changes to our business and the wider sector at lowest possible cost to the customer.  Our customers 
will not accept digitalisation and decarbonisation at any price and we therefore need to be prudent and intelligent 
in how we meet these demands. 

2.6 Digital Exclusion 
We cannot allow the strong trends outlined to obscure the fact that there are still many customers, stakeholders 
and even employees who are unable to access and effectively utilise digital services and solutions.  For example, 
according to a 2020 report by the UK House of Commons, c.10% of UK adults are non-internet users and around 
19% of ‘internet users’ lack basic digital skills such as web browsing1. We therefore have a duty to remain cognisant 
of the potential for digital exclusion in all of the solutions that we develop and implement. 

Key to our learning in this area during RIIO-ED1 has been our participation as a founding member and the only 
DNO in the Scope UK Utility group.  Being involved in this initiative has advanced our understanding of what it 
actually means to be digitally excluded, informed by those that actually face these challenges on a daily basis. By 
effectively using that insight, we have worked towards ensuring anyone can readily access and utilise our various 
services, increasing the number of ways in which customers can contact and engage with us. 

An example of this has been educating of our back-office technical functions that are involved in the development 
of digital customer solutions on the principles of inclusive design, targeting alignment with Accessibility AA 
standards set by HM Government2. Tangible outcomes of this include our company website pages and the material 
they contain being published in machine reader compatible formats, and the provision of British Sign Language 
video resources to support the deaf community in accessing support.  Similarly, support has been given to front-
line staff in how best to engage and support disabled customers. 

In RIIO-ED2, we will build upon these learnings, continuing to evolve and expand how we enable customers to 
contact us, ensuring that they are able to access our services in the way best suited to their personal needs and 
circumstances. 

  

 
1 https://commonslibrary.parliament.uk/building-the-uk-digital-future/ 
2 https://www.gov.uk/service-manual/helping-people-to-use-your-service/making-your-service-accessible-an-introduction 
 

https://commonslibrary.parliament.uk/building-the-uk-digital-future/
https://www.gov.uk/service-manual/helping-people-to-use-your-service/making-your-service-accessible-an-introduction
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Each of the challenges described in the previous section have an impact upon customers and stakeholders.  As 
an organisation, we face the challenge on how to best support and continue to deliver for our customers and 
stakeholders, in light of these challenges. In addition, we need to have flexibility to respond to changing market 
conditions, and ensure our network supports the market, not hinder. 

For example, we need to respond to the increasing number of EVs on our network and support our customers to 
connect. Ofgem’s ‘Enabling the transition to electric vehicles: the regulator’s priorities for a green fair future’3 report 
demonstrates the requirements on network companies, and inevitably we need to look at digital solutions to 
support. 

In addition, the roll out of smart meters, alongside the proliferation of Internet of Things (IoT) devices across our 
network results in a constant stream of data, which can support us to run our networks more efficiently.  To realise 
the benefits from this data, we need to have in place the infrastructure, platforms, applications, and workforce skills 
to ingest, integrate, process, and utilise that data, driving automated processes and informing enhanced decision 
making. 

We expect a continued increase in demand and expectation from our stakeholders for greater insight into our 
network and assets to inform and drive their own business processes.  This demand comes from a growing data 
consumer and prosumer landscape with diverse and ever more complex data and information needs. 

We have two broad challenges we need to support through digitalisation of our business operations: 

• How we can support emerging trends by providing enhanced services to meet expectations? 

• How we can provide the data to support our stakeholders serve their digital requirements? 
 

 
Throughout RIIO-ED2 we have been successful in demonstrating that the scalability, flexibility, and agility that 
digitalisation presents are a necessity in ensuring the integrity, reliability, efficiency and sustainability of our 
products and services.  We therefore need to ensure we build on this experience to realise the full benefit that 
digitalisation presents to our business, stakeholders, and customers. 

Figure 3 below demonstrates some of the significant digital trends affecting all of us in our daily lives. We have 
consulted extensively with customers and stakeholders, ensuring we understand what it is they want and need 
from us considering these prevailing changes in order to deal with associated uncertainty and exploit potential 
opportunities. 

Detail on the outputs from our stakeholder engagement activities can be found in the supporting Engagement 
Summary (Engagement Summary - Digitalisation and Data Best Practice) and our wider UK Power Networks 
engagement programme (Appendix 5: Our RIIO-ED2 customer and stakeholder engagement programme). 

 
3 https://www.ofgem.gov.uk/publications/electric-vehicles-ofgems-priorities-green-fair-future 

“Many customers have extended their use of digital and online services through the pandemic, often for the first time. Over 
a fifth of customers used a mobile banking app or ordered groceries from a supermarket online for the first time during the 
pandemic.” 
 
Jo Causon, CEO, Institute of Customer Service  

https://www.ofgem.gov.uk/publications/electric-vehicles-ofgems-priorities-green-fair-future
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Figure 3: Digitalisation Trends Impacting the UK Energy Sector4 5 

 

Building on insight on requirements gained through this stakeholder engagement and in responding to feedback 
from the Challenge Group, we have articulated the full range of outcomes by aligning them to the seven ‘Keys to 
Success’ from our business plan (Figure 4). 

By aligning to these Keys, we are demonstrating how digitalisation supports customers directly and indirectly. In 
addition, we have mapped each investment to both the Keys and the commitments defined throughout our business 
plan. We discuss these further in Appendix 17b IT & telecoms strategy, and in detail within the relevant Project 
Definition and Justification Papers. 

 
4 https://www.ofcom.org.uk/__data/assets/pdf_file/0020/108515/connected-nations-internet-things-2017.pdf 
5 Internal Google Analytics data from our website 2020 

https://www.ofcom.org.uk/__data/assets/pdf_file/0020/108515/connected-nations-internet-things-2017.pdf
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Figure 4: Our Seven ‘Keys to Success’  

 

3.1 Delivering a brilliant service for all 
Our Customer Service strategy, as described in chapter 9, is heavily dependent on digitally enabled capabilities. 
An example of this is our Priority Services Register (PSR) that plays a vital role in ensuring we have visibility and 
an understanding of vulnerable customers or those with specific needs that require targeted and prioritised 
response. We have committed VS4 to establishing automated PSR data links with other utility companies so that 
customers will be automatically registered to receive enhanced service from us, alongside other essential service 
providers. This requires investment in our Customer Relationship Management (CRM) platform and cotemporary 
data services like Application Programming Interfaces (APIs). 
 
Similarly, targeted digitally enabled customer solutions such as chat-bots and video updates will deliver ease and 
convenience to our customers seeking new connections. It will allow them to access our services via a choice of 
channels, facilitating self-service through the provision of direct access to information on the capacity and location 
of our network assets. It ensures they remain informed along every step of their journey with us. By utilising Machine 
Learning, Artificial Intelligence and Robotic Process Automation techniques we will provide a more seamless and 
relevant experience.  Application of advanced analytical techniques and integrating third party data with our own 
will also allow us to understand the ‘intersectionality’ of factors that contribute to vulnerability. This further informs 
the provision of the most appropriate, targeted support. 

3.2 Facilitating decarbonisation at the lowest cost 
Our ambitious commitment in supporting the transition to Net Zero at the lowest cost to consumers is dependent 
on our ability to use digitally enabled capabilities. This is so we can maximise the utilisation of the existing network, 
facilitating customer participation through flexibility and removing barriers to the connection of low carbon 
technologies.  This necessitates visibility of our entire network and the ability to understand and forecast long, 
medium and short-term consumer behaviours and demand. 
 
Chapter 12 describes our commitment DS05 to exploiting the value of investment in state-of-the-art digital 
technology. By extending the use of sensors in our substations, alongside the deployment of smart meters, and 
applying Artificial Intelligence techniques on the resultant data, we will be able to obtain a granular and accurate 
view of our low voltage networks.  The insight gained will allow us to run the network at higher utilisation, deferring 
reinforcement whilst providing maximum opportunity to connect and helping to maintain lowest possible bills for 
customers. 
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3.3 Investing to maintain a safe, reliable and resilient network 
The provision of a safe, reliable and resilient network sits at the heart of what we do. This is already a key priority 
for our customers, with their reliance on electricity set to increase as a result of electric vehicles and heat pumps. 
Decentralisation means the energy ecosystem is becoming increasingly complex to manage.  
 
We recognise the need to continually advance our capabilities in maintaining system resilience, particularly in the 
context of whole-system and the increasing interdependence between infrastructure systems. With this in mind, 
we will continue to collaborate in the development of innovative and lower cost solutions to technical issues arising 
from greater levels of interoperability, expanding the use of digital and data resources to maintain the supply of 
electricity to our customers. By applying increasingly advanced data analytics techniques alongside the utilisation 
of digitally enabled automation to control and operate our network, we will enhance our forecasting capabilities and 
improve response to unexpected and extreme events. 

3.4 Delivering the lowest possible bills whilst enabling Net Zero 
Our ability to incorporate savings of approximately £130m into our RIIO-ED2 baseline costs is enabled by the 
development and deployment of innovative digital and data enabled solutions and services across our business.  
This is also the case for the £410m of deferred load related investment targeted through development of our DSO 
capabilities, as detailed in chapter 12. 
 
An example of this is our commitment to minimise cost to our customers by taking a “flexibility and energy efficiency 
first” approach, market testing network needs that will be procured through a range of long-term and short-term 
markets and products, via a third-party market platform (DS04).  Central to this platform will be the integration of 
network, customer and market data. This in turn is dependent on the latest data management capabilities so 
ensuring our decisions are informed by accurate, reliable data resulting from investment in our people and 
technological capabilities. 

3.5 Being a force for good in the communities we serve 
In chapter 12 we explain the role our data will play in bringing together local communities to deliver on their climate 
emergency plans. We also explain our direct response to calls of support from local authorities which identify a 
lack of data as a blocker to delivering actionable decarbonisation plans. 
 
We are committed to continuing to push the boundary in the open publication of asset and network datasets via 
our advanced open data portal. We will supplement this with on-line self-service tools, tailored to meet the needs 
of key stakeholder groups. This will support the development of their services and products, to the benefit of our 
common communities.  An example of this is our commitment to provide core planning datasets via an on-line self-
service energy planning tool to support local authorities’ planning processes, helping them make the best choices 
for their communities WS2. 
 
Underlying these services is the need to invest in flexible applications, founded on a stable IT infrastructure. This 
enables the delivery or highly accessible, reliable and readily usable data to our stakeholders. 

3.6 Being an employer of choice 
Our digitalisation strategy is founded on three key pillars – technology, data and people.  It is the latter that is most 
critical in the provision of the contemporary digital capabilities that will ensure we are able to deliver a highly reliable 
network and excellence in customer service. 
 
Being recognised as an ‘Employer of Choice’ demands the provision of a workplace experience that is equal to the 
experience that our staff have in their personal lives.  Like our customers, their expectations are heighted by the 
standards of service, accessibility and convenience they receive elsewhere.  This naturally demands the provision 
of digitally enabled tools and processes which allows them to focus on their core role in providing excellent service 
to our customers and maintaining the integrity of the electricity network. 

 

“The ability to take data – to be able to understand it, to process it, to extract value from it, to visualise it, to communicate it 
– is going to be a hugely important skill in the next decades.” 
 
Hal Varian, Chief Economist, Google  
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Advances in the digital competence and literacy of our entire workforce are required to ensure they can maximise 
the potential of digital and data enabled systems. We will invest in upskilling our staff. This will be supplemented 
by targeted recruitment in key skill areas whilst establishing a Digital Skills Academy to provide DSO and digital 
future skills WR3 that will ensure we have an internal capability that allows us to lead the way through the 
digitalisation of the energy system. 

3.7 Being a company that is worthy of your trust 
 
Chapter 12 describes how we will be the UK’s leading DSO in network data provision through a best practice 
service that opens data according to user priorities and customer value-add.  
 
Our customers and stakeholders have told us that they want open, accessible and accurate information. They want 
as much of it as possible, proactively shared in the formats they want. Our plan is to progressively build-out the 
advanced open data portal we launched this year, adding more data streams and features based on user feedback. 
We have continuously worked to improve the quality and transparency of our open data in RIIO-ED1 and will further 
improve our data publication standards throughout RIIO-ED2 (DBP1). 
 
We will maintain robust data governance that ensures we do not undermine customer data privacy or expose 
information that may compromise critical national infrastructure.  We will work together in the development of 
standardised digital services such as the Open Energy platform being developed by Ice Breaker One. This will help 
meet the demands of opening up energy data to facilitate the smart grid and open innovation in a safe, controlled 
manner. The corresponding benefits to the end customer are choice of service, further opening of energy markets 
and decarbonisation at lowest cost. 
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4.1 Understanding and addressing needs 
By drawing and building upon the experience of our colleagues who engage and serve our stakeholders and 
customers on a daily basis, supplemented by existing research and further targeted external engagement, we 
defined ‘personas’ that represent our different internal and external stakeholders. These are the groupings and 
definitions of the broad spectrum of people and organisations that access and use our information and services. 

The definition of these personas both helps us to better consider and understand the key traits of the digital 
stakeholder landscape – building an understanding of their needs, motivations, and behaviours – which has been 
instrumental in attaining a deeper understanding of our stakeholders’ requirements and providing a clear direction 
for the products and services that we will deliver. 

Our personas have been continually iterated as our understanding has developed.  We have also socialised and 
tested them on our stakeholders via external engagement events, such as our Distributed Generation (DG) Forum 
and various delivery partners.  The result of this is 13 individual personas covering our full range of digital 
stakeholders ranging from disengaged domestic customers through to commercial data service providers and local 
authorities: 

1. Disengaged Energy Consumer (Domestic or Commercial) covering a range of people who aren't directly 
interested in our data and digital services. They may not know the difference between supply and distribution, 
and are unlikely to engage with us, except in the case of a fault (their biggest pain point) or to ask who their 
supplier is. They view energy as a basic commodity and are principally concerned about price and continuity 
of supply. They may be sensitive to data privacy. Engagement with these groups needs to be extremely 
targeted and informative, but not technical and complex.  
 

2. Energy Conscious Domestic Consumers & Prosumers will constantly look to develop their understanding 
of the electricity system. They are informed, active and energy literate. Once they install a smart meter, they 
are likely to desire a more personalised service, especially in relation to faults. In this regard, they will expect 
a dynamic, continuous, and accessible customer journey, tying together all interaction with us across all 
aspects of the business. As they install more smart devices and LCTs, and switch to innovative tariffs, they 
will look to us to ensure they can get the data they need to enable this. This may range from the headroom 
available in their area, an understanding of connected DER, network flows and planned reinforcement works. 
They will be keen to understand how smart meter data is used and what additional functionality it brings. 
 

3. Academics and Research Establishments are likely to be interested in almost any data we can give them. 
Their goal is to achieve new and better research outputs; most likely forward-looking models of how to plan 
the network and develop new functionalities. Availability and reliability of data is their primary concern, ideally 
accessible in a self-service form but with the ability to interact with us to validate assumptions. This forms a 
key part of their work, and their ability to be successful.  
 

4. Connected DER (Generation or Demand) customers are interested in the configuration and performance of 
the network around them - i.e. static and dynamic asset data. Their biggest pain points would be outages 
(especially over the summer), curtailment and not being able to have a dynamic, continuous, and accessible 
customer journey. Data and the insight it can provide has significant monetary value to them, placing emphasis 
on the fact that any data they can access must be correct. They are also likely to be interested in data relating 
to planned reinforcement interventions, allowing them to optimise any upgrade and work schedules they have. 
 

5. Prospective Connection Customer (Generation or Demand), Developers and LCT Providers require any 
data that helps inform the potential to connect at any given location – network location, configuration and spare 
capacity are key to informing the affordability of a connection. Their needs are quite similar to that of the 
Connected DER customers, except they will be more interested in historic network data which provides insight 
into the performance of the network and corresponding fault data. Their biggest pain point is the reliability and 
availability of the network data used in the connection application process, which as above has significant 
monetary value for them.  
 

6. Electricity Suppliers are interested in customer data, especially vulnerable customers. Looking forward, 
dynamic asset data will be of most interest as they plan and implement new, dynamic tariffs. Their biggest 
pain point would be competition with new independent providers, especially with the roll out of SMETS2 meters 
which will facilitate and expedite switching between suppliers. 
 

7. Regulators have a dual interest in our data.  Their direct interest relates to that which is provided for periodic 
regulatory and statutory reporting, along with the asset and network data which informs our future investment 
plans and interventions (e.g., asset health data).  Veracity and reliability are, as such, a key concern.  Indirectly, 
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they are interested in how our data is opened up to external stakeholders, its discoverability, accessibility and 
usability, and of course the outcomes and benefits that provides. 
 

8. Aggregators & Flexibility Providers are by their nature active participants in the DSO flexibility markets and 
highly dependent on our data and digital services. They are likely to proactively engage with us and request 
data that will allow them to optimise their own business models. This requires a variety of datasets, but their 
interest is primarily in static and dynamic asset data.  Aggregators and flex providers will be the key consumers 
of market data related to UK Power Networks’ flexibility markets. 
 

9. Supply Chain members are interested in any operational and network data and associated services which 
aid in informing and optimising the services and / or products they provide to us. Providing access to our data 
also allows them to innovate and develop new services, solutions, and technologies, allowing more targeted 
and intelligent investment and overall service improvement. Their biggest pain point is not knowing what we 
need ahead of time - providing foresight allows them to optimise their service delivery, providing subsequent 
value and benefits to UK Power Networks and our customers. 

 
10. IDNOs may be our competitors but they need to use our data to offer and operate their own services, such as 

designing, building, and maintaining supply to their networks.  They are interested in static dynamic and 
operational data, all of which helps to inform how they can offer the best services to their potential and existing 
customers. Their biggest pain point is similar to our Prospective Connection Customers in that they want to be 
able to connect to our network at the cheapest price. They, like others, would like self-service access to our 
data. 

 
11. Other Electricity and Gas Networks naturally have needs that are very similar to our own. They will benefit 

from understanding our network, its location, performance, and capacity, especially for those with network that 
neighbours and / or is interconnected with our own (e.g. transmission).  Co-location and interactivity of assets 
is also of particular interest from a network risk and reliability perspective.  There is also a possible strategic 
benefit for them in understanding how we are developing the network, helping to inform the development of 
their own strategies. Being from the same industry, they would benefit from self-service access to our data, 
but standardisation and interoperability is of greatest interest and benefit. 

 
12. Non-Energy Networks & Infrastructure Owners are most interested in our static asset data and specifically 

what we have and where.  This is key to them both in terms of proximity, interoperability and dependence on 
our network and assets, and also in informing the design and construction of their own assets. They are also 
interested in operational data in the interest of co-ordinating work to minimise disruption and costs, and faults 
data to provide insight into how our network performance has impacted their services. 

 
13. 3rd Party Data Service Providers are different from any of the other user groups as they represent the 

entrepreneur and innovation users. Acting as collators of data from across multiple organisations and 
potentially sectors, they provide data aggregation and dissemination services without necessarily having a 
specific use case in mind. They are future services facilitators and business model creators. They are 
interested in any and all data. 
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4.2 Targeting our engagement  
In our December 2020 DSAP (here) we stated the ambition to be the leader in digitalisation engagement in the 
sector. This does not mean showing that we have the latest, shiny technologies. It means enabling effective and 
meaningful discussions throughout our stakeholder community, informing actions that drive performance 
realisation of value from digital. 

Our personas have been instrumental in this respect, targeting our engagement at specific user communities, 
utilising the outputs of those engagements to inform stakeholder requirements, use cases and value propositions 
which we then translate into enabling projects and deliverables with specific targeted outcomes.  One of our most 
recent examples is the development of our DSO Dashboard (here). 

This product was developed in response to requirements surfaced during discussions with connections 
stakeholders at our regular forums.  It was highlighted that providing access to live operational network data would 
be a key enabler, not just for this user group, but also in enabling DER providers with key information on network 
performance and utilisation. 

As a result of this we launched a Beta site in February 2021 and proactively engaged with companies in the targeted 
persona groups to gather feedback, informing refinement and continual improvement. The feedback received was 
actioned and we are continuing to improve the functionality and quality of the tool through continuous cycles of 
iteration and user acceptance testing and working to surface the underlying data for open consumption and use 
via our industry leading Open Data Portal (here). 

To build upon this approach, driven by our desire to lead within the sector, we have increased our engagement 
and collaboration within and beyond the energy industry.  Core to this has been extensive participation in a number 
of working groups and research forums including the ICG’s Digital Transformation Task Group, the ENA 
Digitalisation & Data Steering Group and the CDBB COP26 National Digital Twin Demonstrator project – CReDo. 

In approaching the broader external community, we applied an innovative approach that we haven’t seen applied 
anywhere else in the utilities sector. 

Starting with the recommendations of the Energy Data Taskforce, we drafted four articles targeting specific 
stakeholder groups – some which we would not typically engage - on the subject of data and digital. 

The target communities and corresponding articles were as follows: 

• Wider utilities – Stepping beyond the recommendations: Making the most of the Energy Data Taskforce 
• Local Authorities – What happens when you collide the data ambitions of two unrelated sectors? 
• Financial services – Open Energy, meet Open Finance 
• Healthcare – Could network and asset-based epidemiology help the global response to COVID-19? 

These articles were published on our behalf by a trusted partner organisation with strong networks across these 
sectors.  Each article stimulated a response that included direct builds and detailed reactions that revealed specific 
use cases. We had not anticipated responses to include non-public messages of support and intrigue but in some 
circumstances, these were the richest content. 

This was especially the case in reactions to the article about Local Authorities where the visible comments were 
modest compared to private messages.  Furthermore, on Reddit - a channel we would never routinely use - the 
reaction to a landing page with all four articles stimulated responses in the Innovation and Energy 'sub-reddits', 
including very specific details and invitations to follow up with international peers. 

Whilst providing invaluable insight and learnings, we quickly discovered that we faced a challenge in collating and 
aggregating all the information from our broad range of internal and external engagements.  In response, we 
developed a methodology to facilitate the consistent, structured definition of ideas and requirements. 

The assimilation of the insights we have gained are summarised in Table 1 below. For a more comprehensive 
breakdown of the requirements identified and their alignment to specific associated investments please refer to 
the supporting Digitalisation Line of Sight document (Line of Sight - Digitalisation and Data Best Practice). 

  

https://www.ukpowernetworks.co.uk/-/media/files/digital-strategy/20175-ukpn-digital-strategy_final2019.ashx?la=en&hash=32B2C715CABB91C1FB5F10BA1D24EFB971C4FA66
https://dsodashboard.ukpowernetworks.co.uk/d/jnTAkg7Gz/ukpn-dso-dashboard-grid-supply-areas?orgId=1&refresh=15m
https://www.ukpowernetworks.co.uk/open-data-portal
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Table 1: Summary of Engagement Approaches & Learnings 

 Engagement  Stakeholder groups Approaches Learnings 

 

Internally 
and 
amongst 
industry 
peers  

UK Power Networks 
employees 
Commissioned 
independent 
customer research 
outputs 
ENA Digitalisation & 
Data Steering Group 
International Utility 
Working Group 

• Advanced natural language 
processing and statistical 
analysis of inbound customer 
contacts 

• 400+ hours of internal business 
workshops 

• Participation in collaborative 
research and project delivery 
(e.g. National Energy System 
Map, Data Triage Pilot) 

• Change - We have all of the data 
we need to be able to make 
tangible, sustained 
improvements in customer 
service 

• Users - Our customers and 
colleagues have a strong desire 
for digital improvements and 
view them as key enablers for 
their RIIO-ED2 plans 

Within the 
wider energy 
system  

DSO forum 
Connections forum 
Multiple industry 
steering groups  
 

• DSO and Connections 
workshops focusing on needs 
and data 

• Co-development and peer 
review via cross-sector working 
groups e.g. ICG DTTG, Energy 
Networks Association, etc. 

• Change - There are communities 
out there willing to collaborate to 
help us ensure we can publish 
our data faster 

• Users -Interoperability is key 
• Users - Publishing the best data 

possible is important 
• Users - Publishing specific data 

fields would truly help accelerate 
‘open energy’ 

Beyond and 
across 
energy 
sector 
boundaries  

Targeted global 
communities of 
technology experts 
Local authorities 
Financial services 
Water utilities 
Healthcare sector 
ICG DTTG 

• Publication of targeted articles 
• Facilitate workshops 
• Structured research 
• Targeted LinkedIn technology 

options polling. 
• Collaborative digital strategy 

development and contribution 
to ground breaking initiatives 
such as the National Digital 
Twin programme 

• Process - Our thinking is aligned 
with other sectors already 
associated with digital innovation 

• Governance – Data 
interoperability and access are 
common across sectors. 

• Users - Metadata is incredibly 
important in informing correct 
and appropriate use of data 

 

A key thing to note about the engagement approach we have applied in developing our RIIO-ED2 digitalisation 
plans is that we have worked to ensure that we remain aligned to our front-line business services and the research 
they have undertaken in the development of their own plans and strategies.  We have also experienced that directly 
asking stakeholders what digital and data services they need rarely drives a meaningful and insightful discussion 
– some simply don’t know what they want or need; others have very niche and specific requirements and others 
have very broad, undefined, and nebulous needs. 

To overcome this, we adopted an approach where the questions we asked were about what outcomes our 
stakeholders were targeting rather than what data or digital services they need to achieve them.  Importantly, these 
conversations took place as part of our wider stakeholder engagement activities, achieved by providing those 
leading in the development of the various elements of our business plan with a series of questions to include in 
their own engagement activities. 

Through 400 hours of internal business workshops, we aggregated requirements which had either an implied or 
explicit digital or data related requirement. We then translated these customer needs into specific projects. 
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4.3 Digital Inclusion by Design 
Our RIIO-ED2 Digitalisation strategy continues to be built around Digital Inclusion. We intend that digitalisation 
does not exclude customers, stakeholders, or employees. Rather digitalisation is a platform we can use to serve 
better – Digitally or non-digitally. We have three core pillars factored into our plan: 
 
• Maintain and enhance our existing channels  

Digitalisation is not about removing or replacing existing channels. We will be offering enhanced channels for 
customers, stakeholders, and employees who are digital to work better and more efficiently, whilst 
maintaining the existing channels for those who can’t. digitalisation is about building new options, not 
reducing them.  

 
• Ensure that new technology supports digital and non-digital users 

Each technology we deliver needs to support all users, be it digital or non-digital. Our governance will ensure 
that any solutions we develop will not be to the detriment of non-digital users. Our proposed investments for 
customers bring greater visibility and ease to engaging with UK Power Networks. Importantly, all the 
enhanced processes will be available through non-digital channels.  

 
• Build Digital Platforms to better manage and engage with Vulnerable Customers 

We intend to use digitalisation as a catalyst for better management and engagement of Vulnerable 
Customers. We will invest in building a digital PSR register that enables us to register, tailor and target the 
largest number of customers. We will be enhancing our Extra care system. We will enhance our data sharing 
with utilities building upon our existing data flows. This will support our commitment VS4, we will develop 
automated data links with other utility companies so that customers will only have to register to the PSR 
once. The commitment to establish automated data links will be delivered by 2024. Importantly, for our 
customers on the PSR register they will not need to digitally engage with the register – the digital processes 
will operate in the background. 

 
We will ensure that all customer-facing technology is tested with customer panels and end-users. We discuss 
how we will do this in Appendix 8: Our Vulnerability strategy. 
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4.4 Our approach to digital governance 
Collating disparate needs and using them to inform the development of products and services which provide value 
to the end user is a complex undertaking but something that we pride ourselves on at UK Power Networks. A 
fundamental aspect of making sure this happens in a sustainable, repeatable way is our approach to governance. 

Our governance framework ensures the definition and subsequent realisation of tangible value, underpinned by 
our core technology principles: 

1. We will uphold governance where decisions on IT&T strategy will not be made without alignment to the 
business to generate the maximum benefits. 

2. We will always seek to simplify, standardise, and automate business processes, where possible creating self-
serve functionality. We will consolidate our application portfolio and decommission in support of this. 

3. We will facilitate better and faster decision making, where this is a function of getting the right information to 
the right people, at the right time. 

4. We will mandate that all systems integrate / interface into the core system with adherence to data mastery - 
we will encourage use of pre-delivered integration content, including APIs adopted as the first choice for 
integration. 

5. We will provide a user experience that simplifies the task for the user - providing a common UK Power 
Networks look and feel. 

6. We will move to cloud-based services where cost effective, appropriate and where the Total Cost of Ownership 
(TCO) / support model is proven, and evidence based - on refresh seek to standardise service, applications, 
and hardware to achieve commodity position. 

7. We will treat data / information as an asset – we will drive standardisation and remove duplication to drive and 
deliver value from data capture   

It takes a combination of specialist technical skill and creative thinking to ensure that any proposed solution 
addresses the identified need without compromising existing services, whilst presenting best whole-life value.  
Above all, unambiguous, focused, and sustained leadership and accountability are required to ensure this is 
achieved. 

In assessing the full range of requirements and aspirations surfaced through our engagement activities, it would 
be very easy to solely target the delivery of long-term, multi-million pound transformation programmes with broad, 
all-encompassing scope.  Our experience and research tell us that this is not always necessary or effective with 
increased potential to lead to increased costs and delayed value realisation.  We have as such applied governance 
to ensure that our plans are aligned to defined needs, with stated outcomes, clear prioritisation, and accountable 
owners, so that we can be confident that we invest in the right areas, in the right manner at the appropriate time. 

The start to this whole process is concept definition which is facilitated by the completion of a standard digital form 
used to ensure we start with a clear and concise of what they proposal is, why it is needed, the targeted outcomes 
and resultant benefits.  By feeding this through our governance process, we can evaluate the viability of the project, 
avoid duplication with existing or planned initiatives and ensure that our internal Architecture and Delivery Teams 
have a holistic understanding of what the desired outcomes rather than just being asked to provide a specific 
technology or functionality. 

By starting the whole process with this level of clarity, we are assured of much greater success through concept 
development, planning, design, and implementation. 
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4.5 How we align projects to our vision and outcomes 
As stated, when discussing our digitalisation framework, we continually aim to ensure everything we do aligns and 
contributes to the fulfilment of our overarching corporate vision. 

We recognise that when it comes to digitalisation this is essential for success. There are far too many examples, 
both inside and outside the sector, where white elephant projects have under delivered and failed to provide value.  
Our approach to developing robust projects and programmes is therefore centred on ensuring that we maintain a 
clear line-of-sight between insights, actions and outcomes linked to our corporate objectives. 

Figure 5 provides an illustration of how this is achieved, mapping measurable and quantifiable outcomes to our 
objectives. 

Figure 5: Line of Sight Between Digitalisation Projects, Business Actions & Corporate Vision 

 
 

Starting with the baseline requirement(s) and / or desired outcome(s) we: 

1. Map them to the relevant elements of our corporate objectives  
2. Identify the business areas aligned to that (e.g. Customer, Asset, etc.) 
3. Scope an action-oriented approach 
4. Develop metrics to quantify the impact 
5. Determine interdependency of actions and metrics 
6. Quantify the overall benefit to the corporate goal. 

Adopting this approach allows us to significantly reduce the risk of undertaking poorly justified projects whilst also 
improving our ability to track the success of delivery.  Furthermore, this mapping enables us to appropriately 
target engagement of the wider internal stakeholder community, ensuring they understand what is being done, 
why, how it impacts and potentially benefits them. 
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4.6 How we prioritise our project portfolios 
When looking to prioritise investments and initiatives, we believe that its best to keep things simple and transparent.  
The reason for this is to help manage expectations with respect to what will be delivered and when, and to ensure 
that we remain on budget and do not overload finite human and technical internal resources. 

The methodology used considers the three dimensions of ‘Benefits’, ‘Strategic Fit’ and ‘Complexity of 
Implementation’ as illustrated in Figure 6 below: 

Figure 6: Project Prioritisation Matrix 

 
On the vertical axis we have our strategic fit measure. This is a composite metric based upon a project’s alignment 
to our corporate vision which acts as our baseline for ‘strategic fit’, helping us to ensure that we are continuing to 
maintain focus on the right things and alignment to the corporate vision. 

The horizontal axis provides a view of project complexity, and is again, a composite metric determined through 
average scoring informed by five questions covering aspects such as ‘Implementation Method’ and ‘Impact on 
Culture and Ways of Working’. 

Scale of benefits are then represented by the size of each ‘project’ bubble. 

This prioritisation approach works particularly well when there are competing demands for resources and the value 
needs to be scrutinised.  However, it cannot be considered to give an absolute answer on priority as other factors 
such as interdependency need to come into effect.  Equally, there are often important resilience or compliance 
related projects which may have high complexity and low tangible benefits.  Such projects will naturally need to be 
considered outside of this methodology.  Again, these decisions are facilitated by our governance approach. 
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5.1 Learning from the leaders 
An important aspect of our external engagement activities has been our exploration of what digital leaders from 
across other sectors do and how they do it.  Taking inspiration from the best when it comes to implementing and 
exploiting digital capabilities has helped us to define our own aspirations. 

We have for instance looked to the FANG (Facebook, Amazon, Netflix and Google) segment with respect to how 
they serve customer and stakeholder needs, reviewing existing literature and research, engaging with 
organisations within this sector and implementing a range of exploratory initiatives.  An example of this has been 
the application of image recognition and digital conversion techniques with Google, or the learning we’ve attained 
from discussions with Amazon on their job tracking capabilities which we seek to employ as part of our online suite 
of self-serve capabilities for customers. 

A further example is where we replicated an approach we first saw demonstrated by Netflix.  We conducted an 
Open Innovation Challenge (Our EV Charge Challenge), targeting the development of a new algorithm to inform 
future investment decision making based on our Electric Vehicle datasets. 

By adopting and maintaining this approach, we are and will continue to target leading application of digital 
techniques.  The following sections sets our ambition for what we plan to achieve across the enabling areas of 
People & Process, Data & Information and Technology. 

5.2 People & Process 
To ensure that we continue to deliver best value for our customers and stakeholders, driving digital innovation at 
pace, we need to actively engage, support, and enable our workforce.  It is they, and not the technology and data 
that are the most critical component of the future digital ecosystem.  To ensure we have a truly digitally enabled 
workforce we must: 

• Actively engage to ensure there is comprehensive understanding and buy-in as to what we’re doing and why. 
• Upskill individuals and develop entirely new roles ensuring we have appropriate organisational arrangements 

that allow all to actively contribute to the development of our digital capabilities. 
• Ensure that all staff and partner resource are capable of fully utilising the digital tools, systems, and products 

that we implement. 
 

These considerations are of increasing importance as we seek to deliver new and enhanced digital services and 
products to our customers and stakeholders.  Such capabilities will never fulfil their potential value and deliver the 
associated benefits if we do not have the human capabilities to utilise, support and develop them. 

This view is supported by the outputs of our Digital Skills & Attributes assessment which we executed with support 
from Ernst & Young, providing a baseline view to inform our development plans and recruitment strategies, and 
facilitate ongoing monitoring and tracking of delivery and progression. 

Throughout the remainder of RIIO-ED1 and into RIIO-ED2, we plan to deliver three fundamental shifts in the people 
and cultural aspects of our operations, as summarised in the table below.  

Table 2: People – From:To 

In undertaking this transition, we will ensure that our workforce is digitally futureproofed to deal with the increasing 
levels of automation and information we will provide them with in the future, equipping them with at least the core 
capabilities necessary to thrive and excel in a digitally enabled environment: 

General Workforce will have clear development pathways, progressing from foundational awareness training 
focusing on fundamentals such as appreciation and understanding of the criticality of data and the role they play 
in its collection, capture and use, through to targeted, role specific training relating to the tools and technologies 
they will utilise on a daily basis.

From  To  

Small groups of expertise around the business  Federated, critical mass of key skills and capabilities 

Lack of clarity on digital and data in wider workforce Data literate and digitally competent workforce 

Predominantly operationally focused training Targeted digital development pathways at all levels 
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Digital Specialists and those in roles involved in the development and support of digital capabilities and solutions, 
will be supported via ongoing career development and upskilling to ensure they continue to bring the latest and 
best thinking and approaches into the business, allowing our customers to continue to enjoy a continual 
improvement in the service we provide. 

Although digital capabilities need to develop across the organisation, we have also established a core of central 
expertise to coordinate our efforts in this area –we refer to this as our ‘Digital Group’.  By bringing together existing 
Data Engineering, Dev Ops and Analytics capabilities developing them and augmenting through targeted 
recruitment and outsourcing, we will bring together sector, UK Power Networks and digital domain specific 
expertise to allow us to deliver better, faster solutions in response to our employee and customer’s needs.  Above 
all, the Digital Group will act as a centre of excellence which disseminates knowledge, expertise, and best practice 
across all business areas and throughout the supply chain. 

In implementing digital, we also need to consider our processes – those that exist which need to be adapted and 
revised to ingrate with digital delivery, and those that do not currently exist and need to be defined from scratch.  A 
critical consideration in this respect is the increased direct involvement and interaction of stakeholders within these 
processes. 

Building on the Agile principles of our existing delivery approach, we will aim to bring stakeholder views into our 
governance and process development activities, ensuring their views directly feed into our decision making, 
ensuring that they are involved in co-designing what we implement, as opposed to being purely consulted.  

As with our people, we need to shift how we approach process definition and change, as summarised in Table 3: 

Table 3: Process – From: To 

 

In aiming to promote the principles of open innovation, we plan to develop and implement a two-sided engagement 
platform that we will utilise to systemise and facilitate our broad approach engagement activities to create an 
engaging and sustainable interaction toolkit. 

In this respect, we are fortunate in being able to leverage the thought leadership of our Data Group who have first-
hand experience in developing open innovation frameworks which have been shared with MIT and presented at 
the UN Global Compact. 

The platform we are proposing will help us address the needs, challenges and opportunities identified using one 
of four open innovation techniques we have developed. 

Over the course of RIIO-ED1 we have trialled these 4 activities using this framework, building upon the resultant 
learnings to develop our concept of a two-sided engagement platform. 

Practically, this is the introduction of a circular model for supply-side / demand-side actions which facilitate ongoing 
cycles of engagement. 

The principle of our two-sided engagement model is to bring supply and demand together, as depicted in Figure 7. 
To proactively develop our future ‘user’ community, we will use digital best practices for community management 
and open innovation to share our know-how and lessons learned across sector boundaries. 

Our routine and repeat actions will include publication of compelling content via a platform, which we will promote 
across our user communities to proactively seek their participation and contribution. We will then enable colleagues 
from across the organisation to directly respond to newly emerging needs raised via the platform.

From  To  

Gathering needs via facilitated stakeholder events Dedicated two-way engagement driven by the 
principles of open innovation 

Possessive over IP Federated sharing of knowledge and solutions 

Occasional informal learning from others within 
the sector 

Substantial and scheduled involvement beyond the 
sector 

Addressing needs based on benefits analysis and 
internal reporting Social impact evaluated and externally published 
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Figure 7: Our Two-Sided Approach to Ongoing & Continuous Engagement 

 
As we enter into RIIO-ED2 and begin to utilise the platform in anger, we will continually monitor and assess key 
interaction metrics and resultant value generation to ensure its continued effectiveness and applicability to our 
customers and stakeholders. 

During the development, trial and roll out of this service, we will continue to deliver our core stakeholder 
engagement programme as articulated in our customer services, DSO and Connections appendices. This will 
ensure that we maintain direct interaction and, most importantly, have the opportunity to present and update on 
our activities providing opportunity for direct feedback in relation the solutions and services we are developing and 
delivering to our stakeholders and customers. 

Across these activities, we will ensure our focus remains on value delivery by continuing to understand and 
measure the benefits we deliver and supplementing our processes with an understanding and appreciation of the 
social impact we are delivering. 

5.3 Technology 
Technology is a key enabler and plank of our proposed digital transformation of UK Power Networks. The pace of 
change in digital capabilities has been phenomenal, with the variety and completeness of the offerings in the market 
growing exponentially over recent years – and further growth to come. Consumer and retail demand have driven 
significant advancement in technology capabilities and platforms in the recent past, much of which is now being 
exploited in B2B and enterprise environments. It is incumbent upon UK Power Networks to ensure that appropriate, 
validated and value-adding technology platforms and capabilities are deployed to enable the business and 
customers, and not be distracted by the latest, but immature, advancements. 

Given that UK Power Networks has a mature but evolving technology landscape, with a number of digital 
capabilities already in place, we know that prior investments and the enabling and resilience investments proposed 
in our IT&T investment plans will create a solid footing for the expansion of our digital capabilities. We will focus on 
adding complementary capabilities to maximise the value delivered to the business to realise the outcomes that 
are set out in this digitalisation strategy and the corresponding investment programmes. Our future landscape will 
be a blend of the enabling and business specific digital capabilities needed in order to meet stakeholder needs. 

Our portfolio of projects for the RIIO-ED2 period targets the full exploitation of contemporary digital technologies, 
both maintaining the resilience, integrity and security of our IT infrastructure whilst introducing the latest tools and 
techniques to ensure demonstrable benefit from the most recent advances in cloud, automation, IoT and robotics. 

Our technology stack will be simplified and standardised wherever possible, deploying and upgrading technologies 
in a way that will allow evergreen updates to be applied without compromising the business solution and introducing 
business risk or impact. This will allow UK Power Networks to exploit the latest developments and advancements 
on a vendor’s roadmap, whilst reducing the overheads of managing technical debt within the technology estate. 
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This will mean that we need to reduce the customisations and configurations in platforms that deviate away from 
the core product functionality and hamper the ability to accept regular updates. 

A key feature in the digital platforms in our estate will be cloud. We have already delivered a number of services to 
the business and stakeholders using cloud technologies – be that through our own Microsoft Azure based private 
cloud or with Software as a Service offerings for specific line of business applications. Vendors are increasingly 
adopting a cloud first strategy with their product development, and correspondingly UK Power Networks will need 
to embrace these advancements in order to provide the most appropriate and high-value services to our customers. 

Our ability to fully exploit the most recent advances in digital technologies requires us to advance and evolve, 
particularly with respect to establishing the agility and flexibility necessary to facilitate agile development and 
deployment methods, moving away from traditional incremental development, to continuous evolution and 
improvement. This transition is articulated in Table 4 below: 

Table 4: Technology – From: To 

 

To support the delivery of our digitalisation investments, alongside the other IT&T investments, we need 
appropriate delivery methods and techniques and an appropriate mix of resources. We have already embraced 
Agile delivery alongside the traditional waterfall approaches, and we will further leverage Agile – particularly for the 
digitalisation investment theme where we believe the approach will deliver the most value. We have found that 
Agile methods can absolutely be the most effective way of iterating, learning and incrementally delivering value – 
but are not suitable for every type of project. In the previous section we discussed the evolution of our digital skills 
within the organisation, and specifically the Digital Factory. To complement this internal capability, UK Power 
Networks will need the right mix of suppliers to provide specialist skills and augmented capacity in delivery of the 
projects as well as the ability to operate these new Digital Platforms and Services in an environment that sees 
regular incremental change and update – something that traditional IT Operations and Service Providers are not 
used to. 

A key aspect to our future success is clarity on our to-be systems and data landscape – especially in relation to the 
establishment of the DSO, Whole System and Net Zero ambitions and catering for the needs of both network and 
system operation.  Without a clear understanding of the interdependent changes we need to make, including 
system integration, estate rationalisation, cloud migration etc. we will compromise our ability to effectively support 
the emerging needs of our internal and external stakeholders. 

5.4 Data & Information 
Experience has demonstrated to us that talking about data in broad terms can often result in a lack of clarity with 
respect to what is wanted and needed. To avoid this, when we talk about data we mean ‘useful data’; that is, data 
that can be used to address a specific stakeholder or business need and thereby generate value. 

We also know that our stakeholders’ appetite for data is increasing and we want to help make sure that we give 
them as much as we can, as fast as we can in the formats they need to achieve their outcomes. This includes key 
datasets such as network asset information and near real-time operational data. 

Whilst serving these needs is the overarching aim we wish to fulfil, we also need to balance this with two important 
considerations: 

1. That we are custodians of some of the UK’s most critical national infrastructure. 
2. That we have in our possession personal and sometimes sensitive information relating to both customers and 

employees, which we must ensure is appropriately utilised in a secure and highly controlled manner. 
 

Ultimately, we have a statutory duty of care which we cannot allow to be compromised.  We will therefore be 
rigorous in applying effective processes, tools, and techniques to evaluate our data, identifying associated 
limitations of use and publication. 

From  To  

Process and governance led Stakeholder led 

Focused on Technology Focused on Digital Services & Solution 

Periodic update with high disruption Evergreen 

Waterfall delivery Targeted Hybrid delivery 

Dependant on external IT resource Internal digital capabilities supplemented by 3rd party 
specialists 
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As we progress through RIIO-ED2 the nature of data we create, collect and capture will continue to develop and 
evolve which we must assimilate to enhance our existing business operations and services, and even to facilitate 
new ones that are yet to be envisaged. It is in this context that we must advance ourselves throughout RIIO-ED2. 

Table 5: Data & Information – From: To 
 

From  To  

Closed Data Open Data 

Proprietary and Standalone Interoperable 

Quality subject to specific use Quality based on defined standards 

Information silos Federated data access and use 

Based on learnings from our stakeholder engagement activities, we have a clear understanding of the data our 
stakeholders require and value most.  However, this is a constantly changing landscape and we will continue to 
extend external publication of data based on prevailing needs and new use case via a dedicated data portal.  We 
will also supplement this with supporting metadata to provide contextual insight into the data and its appropriate 
use, aligned with Data Best Practice Guidance and international best practice standards like DAMA. 

In doing so, we target delivery against the three key imperatives of improving the reliability, accessibility, and 
interoperability of our data: 

Reliability 
To provide clarity and confidence in the data provided to internal and external stakeholders by serving up reliable, 
consistent data in recognition of the fact that poor data quality and a lack of agreed standards are clear barriers to 
its effective use.  This includes the conversion of legacy non-digital records into a digital form and the 
implementation of robust data management principles and practices to allow us to actively measure, monitor and 
assure the quality of our data assets. The vectorisation of our geospatial network records is a key example of this, 
driven by the need to unlock our data assets enabling the flow between own systems and our third-party 
consumers. 

Above all, we do not want data quality issues to be a barrier to openness. We believe the best way to identify and 
drive out data quality issues is to use the data. Therefore, we intend to be bold in publishing datasets, even when 
we are not 100% confident in its veracity. To de-risk this, we will apply a ‘data quality confidence index’ within the 
corresponding metadata of all published datasets to indicate the veracity of the data and any known issues or 
constraints to the end consumer.  Our internal teams will adopt of quality-centric approach, building quality controls 
which ensure that the data is, we won’t say perfect, but as near as reasonably practicable. 

Accessibility 
Improving accessibility acknowledges the importance of opening and making intelligible key datasets available to 
both internal and external stakeholders.  To achieve this, we will develop a modern, resilient and scalable data 
infrastructure to facilitate improved data integration and access, in parallel transitioning from a risk-averse stance 
associated with open data (concerned with issues such as the protection of critical national infrastructure, 
intellectual property and data privacy), to one where we recognise the value of open publication of our data. 

To achieve this, we will develop services that provide easy and frictionless access to our digitised network data in 
range of formats based on mature data triage processes which ensure we challenge ourselves in terms of what we 
can and should share.  Furthermore, this will be supported by the ability to apply various techniques to provide 
effective mitigation of any potential risks whilst not stifling the realisation of value to ourselves, our stakeholders 
and wider society.  As well as offering internal services and solutions, it will also allow us to effectively contribute 
to collaborative services such as common data portals or energy system mapping solutions. 

Interoperability 
The facilitation of interoperability targets making network data readily usable and understandable for any potential 
consumer requires the application of industry-standard, technology-agnostic approaches.  To achieve this, we will 
take a leading role in collaborating with our industry peers to drive a common direction in the definition and adoption 
of such standards aimed at delivering common digital and open data services and solutions. 

We will continue to adopt and implement common metadata standards and extend the application of IEC 61968 
Common Information Model (CIM) standards, anticipating that this will become the de facto standard mechanism 
for the exchange of normalised network data, targeting the development of a Unified Network Model to support 
planning and design, modelling and analytical use cases. 
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From an internal perspective we will also decentralise data related decision making, enabling us to respond faster, 
to deliver better service and to improve confidence and agility in this increasingly digitalised space. This will take 
considerable alignment of our enterprise data landscape, supported by the skills and capability development 
outcomes described in the previous section. 

Ultimately, we are committed to taking a leading role on the subject of Open Data, continuing to collaborate with 
peers and partners, both within and outside the Energy sector in order to develop and deliver effective data services 
to our customers and stakeholders.  Throughout RIIO-ED1, we have participated in a number of external initiatives 
and working groups which target the development of the frameworks, standards and capabilities necessary to 
deliver against the aspiration of opening up energy data.  Such groups include the Energy Networks Association 
Digitalisation & Data Steering Group and the associated National Energy System Map Project, the Infrastructure 
Client Group Digital Transformation Task Group and an associated National Digital Twin pilot, the London Data 
Commission and the Icebreaker One Modernising Energy Data project. 

In addition to this collaborative engagement, we aspire to develop an enduring “Open Data Community”.  This 
community will be made up of various stakeholders who have a vested interest in our open data services and their 
development, built up over time through our stakeholder engagement activities.  Significantly, we are also 
partnering, as a member organisation, with the Open Data Institute (ODI) to support in the development of our 
Open Data strategies and associated capabilities.  This allows us to tap into established open data communities in 
areas such as government and banking, learning from existing best practice and helping to drive and inform 
developments within this evolving area of the energy sector.  As well as this external aspect of the ODI engagement, 
we will also utilise their Data Skills Framework to inform the development and delivery of a sustained training and 
engagement programme across the organisation that targets increased awareness and understanding of Open 
Data, the opportunities it presents to us and our stakeholders and the associated risks we need to remain cognisant 
of.   

In summary, we will continue to build upon and go beyond the ambitions established by the EDTF in opening up 
of our energy system data, advancing our capabilities and targeting increased agility, innovation and effectiveness 
in the delivery of our data services.  Most importantly, we will be completely transparent about what data we have, 
when we plan to release it and where we do not, why not. We will work tirelessly with the wider sector and, where 
sensible, out of sector to ensure the interoperability of our datasets and we will be known as the most open and 
transparent network operator when it comes data. 

Further detail on our data strategy and the corresponding response in establishing the standards and practices 
defined within the Energy Systems Catapult Best Practice Guidance, please refer to Appendix 17c Data best 
practice strategy.
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Our plan is built from the combination of customer preferences, delivery knowhow and analysis.  It is underpinned 
by our drive to provide the highest levels of customer satisfaction by meeting then beating their expectations. Our 
plan is purposeful and led by the objective of addressing real stakeholder needs - we will not target digitalisation 
for digitalisation’s sake. 

The five components of our plan delivers both direct and indirect benefits for customers, with the first four 
represented in the following infographic: 

Figure 8: Digital and data investments that are required. Smart Networks is covered separately within the Appendix 
18: Our DSO strategy. 

 

Our fifth and final component is people and process that underpins all elements of the plan. Although there are no 
costed investments within this area, it remains a core pillar of our strategy and an area where we intend to act. 

Figure 9: Each of the components are built around delivering the 7 ‘Keys to Success’ 

 



1. A contemporary resilient, secure, and stable IT Environment
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Outcomes (Keys to Success) Example capabilities deliveredStakeholder Feedback

Risks and Dependencies

Metrics for Success

Devices

Telecoms

Software Upgrades

Market wide Half Hourly Settlement

£48.33m

No overall dependencies for the investments to achieve the outcome. 

Each project includes detailed risks and dependencies that are available in their respective 
papers

• We understand that expect us to maintain a level of service (I-R1 and I-R2). The ability to
maintain performance is reliant on a stable IT environment that enables our staff to run the 
network.

• To capitalise on the opportunities of the Digital revolution (I-DD1 and I-DD5) we need to
have foundational capabilities.

• Stakeholder recognise our role in the creation of smarter networks (DSO) and support the
enabling role of technology (I-DSO/WS12, I-DSO/WS15, I-DSO/WS17, I-DSO/WS18 and I-
FNZ11).

• Number of incidents (minor to major) that employees encounter
• Delivery of investments to time, cost, and scope
• Compliance to changes in regulation

• Customers will continue to be able to contact
UK Power Networks through current 
communication methods

• Our staff will have the right equipment to
connect to the systems they need.

• We will be able to issue work to field staff to
deal with faults and safely make changes to
our network.

• We will be able to continue to deliver our
business operations including Finance, HR
and Business Services.

DSO 
Enabler

It is important to ensure our technology 
estate is secure, resilient and maintains its 
evergreen status. For full details on our 
approach to Cyber Resilience please see 
Appendix 12.
In relation to resilience our internal 
processes, governance and workforce 
capabilities will be core in helping us ensure 
we can meet the needs of our users and 
that, when things do go wrong, we are back 
up and running in the shortest possible 
timescales.

Rationale

Benefits

1 2 3 4 5 6 7

We need to maintain our IT estate to ensure we support day-to-day business operations. This includes refreshing hardware as it reaches end of life, modernising infrastructure and telecoms to meet changing
standards, upgrading software to newer versions, and remaining compliant with regulations and licence agreements. Investment is vital to maintain the foundations of our digital landscape.

• 4 Year Payback
• £110.51m NPV (whole life)

Supports 
achievement

Fundamentally 
enables

No Alignment

Timelines and Projects

Q1 Q2 Q3 Q4 Q1 Q2 Q3 Q4 Q1 Q2 Q3 Q4 Q1 Q2 Q3 Q4 Q1 Q2 Q3 Q4

2024 2025 2026 2027 2028
Action 
(no Investment)

Action 
(Project)

Completion

Control Systems

RIIO-ED2 
Expenditure



2. A modern, rationalised application architecture
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Example capabilities deliveredStakeholder Feedback

Risks and Dependencies

Metrics for Success

Timelines and Projects

Action 
(no Investment)

Action 
(Project)

Completion

Q1 Q2 Q3 Q4 Q1 Q2 Q3 Q4 Q1 Q2 Q3 Q4 Q1 Q2 Q3 Q4 Q1 Q2 Q3 Q4

2024 2025 2026 2027 2028

ERP Upgrade

SRM Upgrade

CRM Upgrade

Field Work Management Upgrade

RIIO-ED2 
Expenditure

£66.36m

This is dependent on 1. A contemporary resilient, secure, and stable IT Environment

Each project includes detailed risks and dependencies that are available in their respective 
papers

• We understand that expect us to maintain a level of service (I-R1 and I-R2). The ability
to maintain performance is reliant on a stable IT environment that enables our staff to 
run the network.

• To capitalise on the opportunities of the Digital revolution (I-DD1 and I-DD5) we need to
have foundational capabilities.

• Stakeholder recognise our role in the creation of smarter networks (DSO) and support
the enabling role of technology (I-DSO/WS19)

• Number of incidents (minor to major) that employees encounter
• Delivery of investments to time, cost, and scope
• Migration out of traditional data centre
• Employee engagement improvement in field staff

• Upgraded ERP solution that unlocks
business agility and therefore efficiency

• Enhanced supply chain management
capabilities

• Enhanced Customer Relationship
Management capabilities

• New field work management tool for field
staff to access and report on work, enabling
capture of additional information

• Build resilience and reduce downtime of
applications

DSO 
Enabler

Building upon the shareholder led 
investments in our core enterprise systems, 
we will continue to iterate towards a to-be 
architectural vision aligned to our technology 
principles (See Appendix 17b IT & telecoms 
strategy and delivery)

The right application architecture enables us 
to function better as an organisation and 
enable us to deliver greater outcomes to 
customers

Rationale

IT Standardisation

To unlock the full potential of digitalisation, we need modern, scalable and flexible core platforms to build from. Strong foundations ensure we can quickly develop solutions without retrofitting technology together or
needing to implement and maintain cumbersome and inflexible integrations. In addition, we need business resilience by maintaining our application architecture, ensuring it is vendor supported and reducing
downtime. We will exploit cloud technologies to deliver increased value and agility.

1 2 3 4 5 6 7

Supports 
achievement

Fundamentally 
enables

No Alignment

Benefits
• 7 Year Payback
• £94.52m NPV (whole life)

Outcomes (Keys to Success)



3. A data capability that enables DSO and the wider energy system

32 | RIIO-ED2 Business Plan 2023 – 2028

Outcomes (Keys to Success) Example capabilities deliveredStakeholder Feedback

Risks and Dependencies

Metrics for Success

Timelines and Projects

Action 
(no Investment)

Action 
(Project)

Completion

Q1 Q2 Q3 Q4 Q1 Q2 Q3 Q4 Q1 Q2 Q3 Q4 Q1 Q2 Q3 Q4 Q1 Q2 Q3 Q4

2024 2025 2026 2027 2028

Data Infrastructure

Data Governance, Management & Engineering

Data Interoperability

GIS Vectorisation

RIIO-ED2 
Expenditure

£29.49m

No overall dependencies for the investments to achieve the outcome. 

Each project includes detailed risks and dependencies that are available in their respective 
papers

• Stakeholders want UK Power Networks to provide direct, frictionless access to
interoperable network and asset data to enable development of their own digital
processes and services (I-DD3 and I-DD4).

• Data provision is a high priority for stakeholders focused on decentralised energy in
RIIO-ED2 (I-DSO/WS15)

• Coverage of Open Data
• Data Quality Improvement
• Delivery of investments to time, cost, and scope
• Customer & Stakeholder Satisfaction

• Openly publishing reliable, accessible and
interoperable network and asset data is
instrumental in facilitating digitalisation,
enabling the Open Energy System and
realisation of the broad range of associated
benefits.

DSO 
Enabler

• Enable compliance with the Energy Data
Taskforce recommendations

• Support the establishment of the DSO

• Enable the wider energy system to
deliver products and services supporting
the transition to Net Zero

• Support the wider RIIO-ED2 business
plan

Rationale

We will develop the data governance, management and engineering capabilities necessary in opening up asset and network infrastructure data. We will move to a more efficient, secure and integrated data
architecture capable of supporting future business processes and analytical capabilities to our RIIO-ED2 commitments to customers and stakeholders by driving consistent digital capabilities across the energy
sector.

1 2 3 4 5 6 7

Supports 
achievement

Fundamentally 
enables

No Alignment

Benefits
• 5 Year Payback
• £196.57m NPV (whole life)

Modernising Energy Data Programme



4a. Customer facing solutions 
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Outcomes (Keys to Success) Example capabilities deliveredStakeholder Feedback

Risks and Dependencies

Metrics for Success

• Dependent on 1-3 to be delivered
• Risk that changes in the energy system will pivot demands and require different

makeup of investments to meet outcomes and stakeholder feedback

• Domestic and business customers have high expectations that UK Power Networks will
capitalise on the digital revolution and the data that they can access and share with 
partners. Customers, particularly businesses, are expecting innovation and 
adaptation/tailoring of services and communication, with customers wanting optionality 
on communications (I-DD1, I-CS3)

• Customers and stakeholders expect UK Power Networks to take a role in tackling
digital exclusion (I-DD2)

• Customers will need help dealing with new and, for some, challenging ways of
interacting with the energy system (I-DD4)

• Digitalisation presents a huge range of new opportunities to improve outcomes for
customers (I-DD5)

• Customer Satisfaction
• Time to quote, pay and book work on our network
• Delivery of investments to time, cost, and scope

• Customers will continue to be able to contact
UK Power Networks through current 
communication methods

• Our staff will have the right equipment to
connect to the systems they need.

• We will be able to issue work to field staff to
deal with faults and safely make changes to
our network.

• We will be able to continue to deliver our
business operations including Finance, HR
and Business Services.

Fundamental to the achievement and 
commitments made within the Customer, 
Vulnerability and Connections Strategies.

Expand the range of contact channels for 
customers to engage with us

Facilitate and implement new customer 
journeys, services, and experiences.

Rationale

Benefits

1 2 3 4 5 6 7

Directly responding to customer feedback and building tools and solutions for them to better interact and work with UK Power Networks, including portals and additional channels to communicate with us through. We will
also look at automating processes so customers can receive instant quotes for work, schedule and pay through simple flows without the need for human interaction.

• 4 Year Payback
• £14.94m NPV (whole life)

Supports 
achievement

Fundamentally 
enables

No Alignment

Timelines and Projects

Action 
(no Investment)

Action 
(Project)

Completion

Q1 Q2 Q3 Q4 Q1 Q2 Q3 Q4 Q1 Q2 Q3 Q4 Q1 Q2 Q3 Q4 Q1 Q2 Q3 Q4

2024 2025 2026 2027 2028

Paperless Comms

£7.24m

RIIO-ED2 
Expenditure

Customer Facing Solutions Programme
Proactive Communication Platform

Self Serve

Video Interface and Messaging

Geofenced Customer Comms

Consents 
Portal

Smart Metering Data Enhancements

Vulnerable Customers

Online EV Connection Tool
Automated Quotes



4b. Employee solutions 
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Outcomes (Keys to Success) Example capabilities deliveredStakeholder Feedback

Risks and Dependencies

Metrics for Success

• Dependent on 1-3 to be delivered
• Risk that changes in the energy system will pivot demands and require different

makeup of investments to meet outcomes and stakeholder feedback

• Engaged, healthy and satisfied employees are more motivated and productive, and can
drive improvements that benefit the service for customers. (I-WFR1, I-WFR3)

• Digitalisation presents a huge range of new opportunities to improve outcomes for
customers (I-DD5)

• Employee Engagement (Best Companies Survey)
• Reduced safety incidents
• Customer Satisfaction
• Delivery of investments to time, cost, and scope

• Provide an in-work digital experience equal
to their experience outside of work. 
Employee expectation of technology is rising, 
and we need to develop solutions that drive 
satisfaction. 

• Reduce the amount of manual data entry

• Automate repetitive tasks. From asset
system integration and automated dispatch
of our field force to a dedicated robotic
process automation team, we will work
tirelessly to free up the time of our
employees to do what they do best; keeping
the lights on and providing great service.

Giving our people the capabilities and tools 
that they need to deliver enhanced outputs in 
RIIO-ED2, including automation and training 
capabilities.

Just like customers, employees are 
experiencing digital services outside of work. 
We need to support our employees with the 
same experience in work, with tools that 
empower them to do their roles for efficiently

Rationale

Benefits

1 2 3 4 5 6 7

Equipping our employees to be more efficient and effective by providing them enhanced tools and capabilities, enabling us to be more responsive to customers, delivering more meaningful and satisfying interactions. Our
field based workforce will also be safer and better trained, resulting in more effective delivery of work for customers.

• 3 Year Payback
• £15.57m NPV (whole life)

Supports 
achievement

Fundamentally 
enables

No Alignment

Timelines and Projects

Action 
(no Investment)

Action 
(Project)

Completion

Q1 Q2 Q3 Q4 Q1 Q2 Q3 Q4 Q1 Q2 Q3 Q4 Q1 Q2 Q3 Q4 Q1 Q2 Q3 Q4

2024 2025 2026 2027 2028

Chatbots for 
employees

£2.62m

RIIO-ED2 
Expenditure

Employees Programme

Training Videos

RPA Health and Safety Reporting Upgrade

Smart Device Apps
AR/VR 

Training



4c. Assets and Operations
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Outcomes (Keys to Success) Example capabilities deliveredStakeholder Feedback

Risks and Dependencies

Metrics for Success

• Dependent on 1-3 to be delivered
• Risk that changes in the energy system will pivot demands and require different

makeup of investments to meet outcomes and stakeholder feedback

• We understand that expect us to maintain a level of service (I-R1 and I-R2).
• Asset resilience is seen as a base requirement for now and in the future (I-R1 and I-

R2).
• Customers and stakeholders see safety as a core remit, and we are expected to ensure

that our employees remain safe.
• Digitalisation presents a huge range of new opportunities to improve outcomes for

customers (I-DD5)

• Customer Interruptions
• LRE expenditure
• Reduced safety incidents
• Customer Satisfaction
• Delivery of investments to time, cost, and scope

• Improve the speed and quality of decision-
making tools and information

• Facilitate enhanced condition-based
monitoring through external datasets and
advanced analytics

• Enable improvements in network
management and performance

• Shorten fault restoration times

Providing the reliability our customers expect 
is driven by more than just responding to 
interruptions in supply, it is also about 
ensuring the network is designed, 
constructed and well maintained to manage 
the risks of asset failure.

We are proposing a range of solutions to 
ensure that our organisation is resilient to the 
business risks we face today but also those 
risks that we cannot predict as we plan for 
RIIO-ED2.

Rationale

Benefits

1 2 3 4 5 6 7

Targeted investments which ensure we have leading modelling and forecasting capabilities to ensure we make optimal network investment decisions to maximise network safety, resilience and performance. We will
also look to increase the use of automated and enhanced digital technologies to predict and prevent interruptions before they occur and respond faster and more effectively when they do to reduce if not prevent
customer impact.

• 10 Year Payback
• £12.47m NPV (whole life)

Supports 
achievement

Fundamentally 
enables

No Alignment

Timelines and Projects

Action 
(no Investment)

Action 
(Project)

Completion

Q1 Q2 Q3 Q4 Q1 Q2 Q3 Q4 Q1 Q2 Q3 Q4 Q1 Q2 Q3 Q4 Q1 Q2 Q3 Q4

2024 2025 2026 2027 2028

Thermal Imaging

£12.20m

RIIO-ED2 
Expenditure

Assets and Operations Programme

Remote over the 
shoulder support

AR/VR for asset visualisation

Drone Inspections

Digital twin of the network

Site Scanning

Enhanced Vegetation Management

Predictive Analytics for Inventory

Hazardous Waste Consignment



5. People and Process
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Outcomes (Keys to Success) Example capabilities deliveredStakeholder Feedback

Risks and Dependencies

Metrics for Success

There are no risks or dependencies for this delivery

• Engaged, healthy and satisfied employees are more motivated and productive, and can
drive improvements that benefit the service for customers. (I-WFR1, I-WFR3)

• Digitalisation presents a huge range of new opportunities to improve outcomes for
customers (I-DD5)

• Employee Engagement (Best Companies Survey)
• Improvement on maturity assessment
• Number of ‘digitally competent’ employees

• Employees have modern digital skills that
enable us to facilitate the outcomes across
our RIIO-ED2 business plan

• Retaining our position as a best company to
work for and attract the most talent people to
work for us

• Deliver greater employee engagement,
ensuring that we can drive improvements
that benefit the service for customers

DSO 
Enabler

To meet the challenges in RIIO-ED2, we 
need a talented and skilled workforce that 
have Digital skills to unlock the benefits of a 
digitally-enabled organisation.

All staff require a baseline level of digital 
literacy and competency in order to 
effectively access, navigate and utilise 
digitally enabled tools and services.  In 
parallel, we need an internal capability that 
possess the leading, contemporary skills 
necessary to run a digitally enabled 
organisation.

Rationale

Benefits

1 2 3 4 5 6 7

Our people are the life blood of the organisation and it is only by supporting their continued development that we will be able to deliver against our digital aspirations, facilitating the outcomes we are proposing as
part of our DSO and DFES strategies.

• No direct financial benefits driven

Supports 
achievement

Fundamentally 
enables

No Alignment

Timelines and Projects

Q1 Q2 Q3 Q4 Q1 Q2 Q3 Q4 Q1 Q2 Q3 Q4 Q1 Q2 Q3 Q4 Q1 Q2 Q3 Q4

2024 2025 2026 2027 2028
Action 
(no Investment)

Action 
(Project)

Completion

Annual Maturity 
Assessment

Annual Maturity 
Assessment

Annual Maturity 
Assessment

Annual Maturity 
Assessment

Annual Maturity 
Assessment

Grow our Digital Group for RIIO-ED2 Delivery

Horizon scan for emerging best practices and develop new training for our employees

DSAP Action 
Update

DSAP Update DSAP Action 
Update

DSAP Update DSAP Action 
Update

DSAP Update DSAP Action 
Update

DSAP Update DSAP Action 
Update

DSAP Update

Digital Apprenticeship & Skills Development Programme
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We have written further documents that go into further detail into their respective areas which we would 
encourage you to read to understand the full context of our plan: 
 

• IT & telecoms strategy and delivery (Appendix 17b) 
o How we have built our investment plan 
o Options Analysis 
o Value for Money 
o How we will deliver the investments 

 
• Data best practice strategy (Appendix 17c) 

o Open Data 
o How we unlock the full potential of our data 
o How we will deliver data services to stakeholders 
o Leading through open, coordinated collaboration 

 
• Project Definition and Justification Papers 

o Definition of the investment, outcomes and benefits 
o How we will deliver the project 
o Costs and resourcing 
o How we have benchmarked to ensure value for money 
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