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Information Technology and Telecoms (IT&T) enables UK Power Networks to achieve the commitments set out in our RIIO-
ED2 business plan.  We do this by providing solutions to support and enhance our business and by securely maintaining the 
services we deliver to our customers. In our business plan, we have created separate strategies for IT & Telecoms, 
Digitalisation and Data which we will deliver through fourteen proposed investments outlined in this paper. 

Across RIIO-ED2 we plan to spend £330.6m in Non-Operational IT&T Operating and Capital Expenditure, and a further £10.0m 
in Operational IT&T for enabling CAPEX investments, excluding additional investments in this category under Cyber and DSO. 

In return for this level of expenditure, we are committed to deliver the following through our Digitalisation Strategy – details of 
which can be found in the Appendix 17a: Digitalisation strategy: 

• Ensure the continued service that our customers and employees demand whilst also enhancing key services and our IT 
estate to enable further improvements in support of the DSO and Open Energy i.e. core ERP and CRM upgrades.  

• Develop and upskill our workforce for the digital age through the expansion of our Digital Group and delivery of externally 
supported career development pathways in DevOps, Data Engineering and Analytics. 

• Facilitate Open Data and in turn, Open Energy by providing easy access to robust, triaged, interoperable data to our 
stakeholders and customers (static asset data and dynamic operational data). 

To support those investments, and deliver a fit for purpose and cost-efficient IT Service for our customers, the following 
additional commitments are made through this IT&T Strategy: 

• Target efficiencies through the rationalisation and simplification of the technology in our IT estate, enabling a reduced 
overall cost to serve for IT & Telecoms. 

• Offset increased operating costs arising from proposed investment and reduce overall cost to serve through simplification 
and modernisation of the core IT & Telecoms estate, further exploitation of cloud and deployment of automation in the 
delivery of IT services to the business. 

• Mitigate technical risk to ensure we remain up to date and within support providing a reliable and resilient service to the 
business that allows us to maintain and improve business performance. 

• Deliver the enablers for Digitalisation, Data, and DSO investments that will unlock additional business, customer, and 
wider stakeholder value and services. 

• Meet the evolving needs of the business and wider stakeholder groups as they develop through the RIIO-ED2 period, 
supporting the delivery of the business plan commitments and outcomes. 

• Keep abreast of technological advances and improvements, and explore opportunities to exploit and deliver innovation, 
business improvements, and further Digitalisation of our business. 

• Accept no compromise on our position of providing the lowest Cost IT&T service per customer whilst maintaining a 
customer experience that is second to none. We have undertaken external benchmarking of our proposed costs by 
Gartner and EY to ensure they are both efficient and well-justified.  

A summary of our planned expenditure can be seen in Table 1 below: 

 

Table 1: Summary of IT&T RIIO-ED2 Expenditure excluding DSO and Cyber. Please refer to the relevant plans or the 
Business Plan Data Tables to view the full impact. 
 

 2023/24 2024/25 2025/26 2026/27 2027/28 RIIO-ED2 
Total 

RIIO-ED2 
Yearly 

Average 
C4 - IT & Telecoms 

(Non-Operational) exc. 
DSO Investments 

£50.27m £42.29m £25.41m £21.33m £16.94m £156.25m £31.25m 

C13 – IT&T (Business 
Support) £35.43m £33.50m £35.09m £34.93m £35.35m £174.31m £34.86m 

CV11 – Operational IT&T  £2.03m £1.77m £1.86m £2.19m £2.16m £10.00m £2.00m 

Total (C4 + C13 + CV11) £87.73m £77.56m £62.39m £58.45m £54.45m £340.56m £68.11m 
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1.1 Purpose of this Document 
This document explains:  

• The investments that we propose to ensure continued resilience of our IT estate and other enabling capabilities required. 
This is explained in the first four sections of this document. 

• The investments required to deliver the objectives stated in our Digitalisation and Data best practice strategies. This is 
covered from Section 5 onwards. If you require more information about these strategies, please refer to Appendices 17a 
and 17c respectively.  

• How we have considered different options for our proposed investments to determine that they offer good value for money 
for consumers.  

IT&T investments in our Cyber and DSO Strategy and Business Plan are not covered in this document. As per Ofgem’s 
guidance, the Cyber investments are confidential and provided to Ofgem only. The DSO investments are covered in Appendix 
18: Our DSO strategy. 

1.2 What is the purpose of the IS function within UK Power Networks? 
The Information Systems (IS) function within UK Power Networks provides the wider business with a wide range of technology 
and business services that are needed for the safe, secure, and reliable operation of the business. The successful delivery of 
our services enables UK Power Networks to deliver its obligations of running Critical National Infrastructure. 

We do this through the: 

1. Operation of the existing technology estate, responding to and resolving business issues. 

2. Maintenance and refresh of the applications and infrastructure that provide the services to the business to minimise 
technical debt. 

3. Delivery of new solutions that enable business change and provide new products/services. 

4. Mitigating the risk posed from cyber threats, to keep our IT estate and the business protected. 

The value chain that we follow to deliver the service is as follows: 

• Plan: developing the strategy and roadmap for IT&T and digitalisation of UK Power Networks. 

• Build: deliver the technology, digitalisation, and data projects that enable the business, increase resilience, and deliver 
our Digitalisation Strategy. 

• Run: maintain, secure, and improve information, applications, and systems. 

We are responsible for the delivery of all Non-Operational IT & Telecoms capital expenditure within UK Power Networks and 
have robust governance in place to manage the investments, review and approve solutions, monitor, and manage delivery 
and to ensure that every pound is spent efficiently and delivers value for money. 

Whilst in the past we have been reliant on carefully selected partners and suppliers to support the delivery of our services to 
the business, we are progressing to adopt an increasingly hybrid approach with the creation of our own internal Digital Group 
reflecting the changing needs of our business and technology landscape. This technical delivery and development team 
supports the wider business in delivering core changes to UK Power Networks’ products and services in line with customer 
and stakeholder needs and expectations. 

1.3 Summary of Investment 
We have proposed fourteen investments for delivery in RIIO-ED2. These investments range from keeping business operations 
running as they do today to innovative best-in-class solutions that will transform customer experience.  

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. 
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Figure 1: How our investment plan ties together. 

 

We do not cover Smart Networks within this document, as this is covered separately within our DSO strategy (Appendix 18). 
We are building a separate DSO and therefore treating the investment differently and covering separately. 
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Table 2 shows our four investment themes, a summarised view of each of the 14 investments. We have carefully selected 
each investment to ensure it ultimately drives the desired outcome for our customers, stakeholders, and employees. A further 
breakdown with specifics for each investment is available in each Project Definition and Justification Paper. 

Table 2: Summary of our investment themes and investments. 

Investment 
Theme # Investment Name Description 

A contemporary, 
resilient, secure, 

and stable IT 
environment 

1 Devices Programme 

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. 

2 Telecoms Programme 

3 Software Upgrades 
Programme 

4 Control Systems 
Programme 

5 Market-wide Half Hourly 
Settlement Project 

A modern, 
rationalised 
application 
architecture 

6 ERP Upgrade Project  

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. 

7 
Supplier Relationship 
Management (SRM) 

Upgrade Project 

8 
Customer Relationship 
Management (CRM) 

Upgrade Project 

9 
Field Work 

Management Upgrade 
Project 

10 IT Standardisation 
Project 

A data capability 
that enables DSO 

and the wider 
energy system 

11 Modernising Energy 
Data Programme 

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. 

Enhanced Digital 
solutions and 

services 

12 Customer Facing 
Solutions Programme 

Delivering to stakeholder communities based on the feedback we 
have received through engagement activities. Once we have built the 

strong foundations from the previous themes, we can deliver 
enhancements that meet increasing expectations and exploit 

technology enhancements that we can embed into our operations. 

13 Employees Programme 

14 Assets and Operations 
Programme 

 

Further detail is provided in Section 5 for each of the Investment Themes. 
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1.4 Why our plan offers good value for money for consumers? 
1.4.1 Capital Expenditure (CAPEX) 
IT&T CAPEX drives value – either by allowing us to maintain the core services and systems that our business use to keep the 
lights on and serve customers, or by making the incremental or transformational changes needed to meet the aspirations of 
our business and external stakeholders through our Digitalisation Strategy. 

UK Power Networks has invested significantly in technology through the DPCR5 and RIIO-ED1 periods, the outcome of which 
has been the excellent business performance through the current regulatory period. Under this strategy document we are 
proposing to spend £156.3m, on Non-Operational IT&T CAPEX, in RIIO-ED2 equating to a yearly average of £31.3m. This is 
an uplift of 6.2% when compared to RIIO-ED1, which comes as a result of needing to maintain the technologies that the 
business relies on to achieve the desired levels of business performance as well as meeting the new requirements that arise 
from Digitalisation, Open Data, and the Energy Data Taskforce and providing the core enablers for DSO. In addition, we are 
proposing to spend £10.0m in Operational IT&T CAPEX to maintain our control system environment. 

On a like for like basis we have a more ambitious plan for the RIIO-ED2 period than we have delivered in RIIO-ED1. This is in 
line with, and based on, stakeholder feedback. Our plan delivers savings across our business which are demonstrable within 
our CBA submission – our investment plan will deliver value to customers through new digital services, maintaining our 
business resilience whilst paying for reductions elsewhere.   

We are confident that this plan delivers exceptional value to our customers due to robustness of our plan development 
approaches with partners such as KPMG and EY and external validation from Gartner alongside historic comparison to similar 
projects delivered previously where such data exists. Our projects are as well defined, feasible and practical given the time 
horizon that we are operating to, and our costs are built bottom up based on resource profiles backed by external assurance 
and benchmarking. Each of the projects has a Project Definition and Justification Paper which provides robust evidence. 

Table 3: Non-OP CAPEX funding requirement for IT&T investments over the RIIO-ED2 period.  

Investment 
Theme # Investment Name 

Non-Op CAPEX (C4) Funding Requirement 

Y1 Y2 Y3 Y4 Y5 Total 

A contemporary, 
resilient, secure, 

and stable IT 
environment 

1 Devices Programme 

£12.97m £7.10m  £5.27m £6.10m £6.89m £38.33m 
2 Telecoms Programme 

3 Software Upgrades 
Programme 

5 Market-wide Half Hourly 
Settlement Project 

A modern, 
rationalised 
application 
architecture 

6 ERP Upgrade Project  

£24.29m £23.68m £9.72m £6.33m £2.16m £66.37m 

7 SRM Upgrade Project 

8 CRM Upgrade Project 

9 Field Work Management 
Upgrade Project 

10 IT Standardisation Project 

A data capability 
that enables 
DSO and the 
wider energy 

system 

11 Modernising Energy Data 
Programme £9.40m £8.46m £6.92m £3.03m £1.68m £29.49m 

Enhanced 
Digital solutions 

and services 

12 Customer Facing Solutions 
Programme £1.94m £1.64m £0.91m £1.92m £0.82m £7.24m 

13 Employees Programme £0.67m £0.52m - £0.15m £1.28m £2.62m 

14 Assets and Operations 
Programme £1.00m £0.70m £2.60m £3.80m £4.10m £12.20m 

Total £50.27m £42.26m £25.45m £21.33m £16.94m £156.25m 
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Table 4: OP-CAPEX funding requirement for IT&T investments over the RIIO-ED2 period. 

Investment Theme # Investment Name 
Op CAPEX (CV11) Funding Requirement 

Y1 Y2 Y3 Y4 Y5 Total 
A contemporary, 
resilient, secure, 

and stable IT 
environment 

4 Control Systems 
Programme £2.03m £1.77m £1.86m £2.19m £2.16m £10.00m 

1.4.2 Operational Expenditure (OPEX) 
In RIIO-ED2 we plan to spend a yearly average of £34.9m on IT Business Support Costs vs the RIIO-ED1 average of £31.7m; 
an increase of 10.1%. OPEX is the ‘run’ cost of our service and we continually benchmark to evidence and ensure we remain 
efficient in provision of our IT Service.  Through RIIO-ED1 we have been the most efficient DNO with the lowest OPEX cost 
service per customer. A 10.1% increase is in context of us accommodating and running more technology on our estate, driven 
by the ever-increasing demand and adoption of technology - the basis of our digitalisation investment plan. 

Table 5: Breakdown of our Non-OP OPEX (C13) expenditure across RIIO-ED2. 

 2023/24 2024/25 2025/26 2026/27 2027/28 Total ED2 
RIIO-ED2 

Yearly 
Average 

People        

Managed Services        

Cloud Services         

Software/Licencing        

Total 35.43 33.50 35.09 34.93 35.35 174.31 34.86 

 

As we invest in solutions, the costs for running the IT Service increases as we need to support those solutions and associated 
technology. To counter this increased cost base for supporting solutions, we will further transform our IT service in RIIO-ED2 
so that we can drive efficiencies in the delivery of the service to the business. We will do this through exploitation of increasingly 
sophisticated technology to provide the support – including increased self-service, but without compromising on the customer 
satisfaction or the reliability of the service itself. Section 4 contains further information on our vision for the IT Service through 
RIIO-ED2. 

Like ourselves, many software vendors are adopting a cloud first strategy, focussing their research and development on cloud-
based offerings. This means that many of the most suitable and best value solutions that we are proposing are cloud based. 
Cloud technology is treated as OPEX and therefore comparisons to past expenditure are tricky and don’t represent the true 
position. 

We believe £34.86m represents an efficient level of spend because: 

• We worked with partners including Gartner to provide external verification of our external costs to ensure we are receiving 
good value for money. 

• We completed a target operating model exercise in RIIO-ED1 on our people to ensure we are optimally organised reducing 
our headcount from 132 in April 2018 to 88 in April 2021. 

• We have taken a bottom-up review of all our services and software and tested against market rates through procurement 
regulation compliant tenders. 
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2.1 Where are we now? 
Throughout RIIO-ED1 we have successfully delivered major changes and enhancements to our IT&T estate which have 
enabled many of the wider successes enjoyed by our operational and customer service colleagues over the period. 

• Business Transformation Programme 
During the transition from DPCR5 to RIIO-ED1 we completed the core objectives of our transition to a single Enterprise 
Resource Planning (ERP) solution – SAP. Through RIIO-ED1 we stabilised and optimised the investment including 
workforce adoption with the transition of peripheral functions to the singular platform. We used this as the opportunity to 
simplify the technology estate in addition to the wider benefits across the organisation. We have used the platform to 
further digitalise the workforce, including the transition away from paper to digital forms. 

• Managed Services Programme – IT Services 
From the outset of RIIO-ED1 we had the ambition to consolidate our managed service providers to simplify the support 
of the IT estate, deliver a better service to our customers, and reduce expenditure in line with our committed savings plan. 
We completed this programme, transitioning to a single service provider in 2019 delivering OPEX savings. This has 
provided a simplified operating model across our Service Management, Service Desk, Application Support and Managed 
Hosting enabling simpler issue rectification and service outcomes for our workforce. 

• Digital Programme 
We began our digital journey in RIIO-ED1 with a refreshed online website enabling customers to understand outages on 
our network in their area. It also provided the ability to proactively report issues and better connect with us for wider 
services such as new connections. 

Using this as a platform to bring further innovation to how we operate, we have established our Analytics and DevOps 
functions to further deliver key services and products for our customers and stakeholders. Some recent examples of this 
include online booking and digital payment capabilities. 

• Upgrading our Income Management Platform 
We had an aim in RIIO-ED1 to remove legacy technology – Our income management estate had bespoke applications 
with support challenges including end-of-life infrastructure. We delivered a programme to rationalise these critical systems 
and migrate to a best-in-class platform.  

• Cloud Services 
Cloud services have become more prevalent over RIIO-ED1, and we have selectively adopted the technology to deliver 
an improved and more resilient IT Service. This includes adoption of Microsoft Office365 for productivity and collaboration 
as well as establishing a private cloud on the Microsoft Azure platform. We expect this trend to cloud to increase into and 
through RIIO-ED2. 

• Flexible Working and Resilience – Demonstrated via COVID-19 
COVID-19 brought the challenge of enabling our workforce to work remotely. Through key investments including cloud 
services, resilience, and infrastructure we were able to respond quickly from a technology perspective – this is evidenced 
by our organisational response and our ability to maintain average speed to answer and industry leading satisfaction.  
Many other organisations failed to maintain pre COVID-19 levels of service and provided a reduced service. 

Whilst the six items above represent the most significant delivery focus areas and achievements, this represents only a portion 
of our overall delivery portfolio within RIIO-ED1. Over the current period, we will deliver on average £18.5m per annum of 
projects and programmes – equating to 15 projects per annum. We measure the quality and success of these activities through 
Cost Performance Index (CPI) and Customer Satisfaction (CSAT). Through the period to date, our CPI is 1.03. In year six of 
RIIO-ED1 we received a project delivery Customer Satisfaction score of 93.7% from our internal business stakeholders. 

2.2 Internal IT Service Performance 
Our internal IT Service Performance is essential to supporting the performance of UK Power Networks. If our IT Service doesn’t 
deliver, we wouldn’t be able to take calls from customers, provide communication to customers, or respond quickly to faults. 
The wider organisation is reliant on an excellent IT Service, and our IS function understands its role and responsibility to 
enable UK Power Networks to function. 

Customer Satisfaction is the primary measure of the service that we deliver to our internal business customers. In the first year 
of RIIO-ED1 we achieved a Customer Satisfaction (CSAT) of 84% vs a global industry average of 86.3%1. On the back of the 
feedback and improvements we have made, in year six of RIIO-ED1 we have achieved an IT Service Customer Satisfaction 
score of 90.9%– an increase of 6.9% vs Year 1, and an excellent score vs a global average of 86.3%1. 

 

 

 
1 Source: Metric of the Month: Customer Satisfaction (thinkhdi.com) 
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We have taken the following approaches to improve our Internal Customer Satisfaction Scores (CSAT) over RIIO-ED1: 

• Increased the scope and frequency of surveys to capture more feedback relating to the entire service – specifically on 
service quality and communication. We receive an average of 500 survey responses a month giving detailed feedback on 
endorsements and improvements to our service.  

• We transitioned service provider as part of the Managed Service Programme. This included relocating the Service Desk 
from India to Scotland to further improve service and respond to internal feedback. 

• We break down scores across teams and individuals to find specific areas of improvement. Individuals have feedback 
incorporated into their learning and development plans. Team leaders will contact each low score (7/10 or below) to 
understand specific insights and learnings to underpin our continuous improvement culture. 

• We have a Service Improvement Forum where each team leader presents their specific plans to improve service. 
Improvements are tracked to ensure they drive impact. Relevant learnings are cross pollinated to other teams. 

• We focus on other metrics that drive a great customer experience.  Average Speed to Answer (ASA) is the speed it takes 
for us to answer the phone when a customer has an issue. We achieved 41.2 seconds in year six vs global average 
benchmark of 98 seconds2. First Time Fix (FTF) is the amount of tickets we solve on first interaction. We achieved 86.3% 
in year six vs 78.7% global average benchmark3. 

2.3 Awards 
External recognition is a key part of how we judge the success of our IT&T organisation and the services that we deliver. 
Regularly validating our achievements against peers in and out of sector adds further credibility to our performance. We are 
proud of our achievements and awards, the highlights of which include: 

• 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. 

• Utility Week Awards 
o Finalist in 2017 in their IT Initiative of the Year Category for our Geospatial Analytics project. 

• Digital Impact Awards 
o Highly Commended in 2019 in their Best Use of Data Category for our website. 

 
• Real IT Awards  

o Highly Commended in 2017 in their Innovation in Technology Category for our Overhead Line Fault project. The 
project enables real time data from sensors installed on the Overhead Line network to be displayed immediately 
for control engineers. 

• Panasonic Innovation Forum 
o Winner in 2020 in their Customer Innovation Award Category for our proactive hardware monitoring of field-staff 

devices. 

 
2 Source: Metric of the Month: Average Speed of Answer (thinkhdi.com) 
3 Source: Metric of the Month: First Contact Resolution Rate (thinkhdi.com) 
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We have taken a robust approach to develop of our CAPEX investment plan, considering multiple drivers including 
digitalisation - Figure 2. Our approach ensures that we have considered a wide range of inputs to build a plan that meets the 
expectations of our customers and stakeholders. 
 
Figure 2: The high-level activities we undertook to develop our IT&T CAPEX Investment Plan.

 

3.1 Drivers for Investment 
A number of drivers influence the operation of our business, and therefore the IT estate needs to respond accordingly through 
the investments that are made.  
 
More details of the drivers and the impact on UK Power Networks are detailed below. 

3.1.1 External Drivers – Digitalisation and Data 
The primary external drivers for our investment plans in RIIO-ED2 come from digitalisation and data, as part of the drive 
towards Net Zero and Modernising Energy Data. Our Digitalisation Strategy (Appendix 17a) and Data Best Practice strategy 
(Appendix 17c), along with the Engagement Line of Sight document, provide full descriptions of our strategies and how they 
have been informed through stakeholder engagement. These documents also contain details of the associated investments. 

3.1.2 Internal Drivers 
Table 6: Internal drivers that impact the development of the IT&T strategy. 

Driver Description 

Driving efficiency and 
operational 

effectiveness 

It is our expectation that UK Power Networks will need to maintain and build upon existing 
business performance, whilst at the same time delivering a lower cost to customers. 
Technology can play a part in the reduction of operating costs both directly (by finding smarter 
and better value solutions) or indirectly through intelligent automation. 

DSO and Future Net 
Zero 

UK Power Networks has set out our ambitions to setup an independent DSO, which at its heart 
is a capability/business that depends heavily on data and technology to support decision 
making with increasing complexity around the optimisation of the network and attached 
resources. Ultimately this is pushing towards a low carbon energy system and being able to 
operate the distribution network with thinner tolerance margins and reduced need for asset 
infrastructure deployment. 

Upgrade and Refresh 
Devices 

UK Power Networks requires functional and supported technology to discharge our regulatory 
obligations. To continue to deliver into RIIO-ED2 we need to provide fit for purpose technology. 
Our people need the right technology to be efficient in their roles. Keeping our devices up to 
date is essential for running a progressive, efficient, and cyber secure DNO. 

Maintain IT&T Systems 

We need to maintain the IT&T estate and keep it up to date. Out of support technology is more 
prone to failure, presents a cyber security risk, and doesn’t provide for a stable platform to build 
from. We need to ensure that we are compliant and can effectively incorporate regulatory 
change. Targeted maintenance is essential to responsible IT management and is at the 
foundation of our plan.  

Modernise IT&T 
Support Model 

With the move to Cloud technologies, we need to consider changes to the IT&T support model, 
traditional on-premise combined with off premise cloud in parallel. Proposed delivery models 
such as DevOps need to be embedded into our support structure. 

Maintain Compliance 
Industry mandated and regulatory change is commonplace within network operators, where 
collectively we need to respond and act in a timely fashion to deliver the changes needed to 
keep pace with the wider energy system. 

 

Drivers for 
investment

Translating 
needs into 

projects
Prioritising 
Projects

Defining 
Investments
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3.1.3 Technology Drivers 
As an organisation that relies on technology, we are positively impacted by the changes and enhancements that occur in 
technology. As part of the horizon scanning undertaken for this IT&T Strategy, Table 7 identifies the key technology drivers 
that we see impacting us during the RIIO-ED2 period. 
 
Table 7: Technology drivers we see at present impacting UK Power Networks in RIIO-ED2. 

Driver Description 

Cyber Security 
UK Power Networks need to respond to the increased risk of cyber threats. Remote workforces 
will continue to be a target for cybercriminals. Cloud and the exponential increase in IoT and 
Network-connected devices such as sensors will mean greater scope that needs protecting 
and monitoring. 

Net Zero Enabling 
Technologies and Data 

To enable a low carbon energy system, UK Power Networks and its business partners will 
become increasingly reliant on higher volumes of quality data being used and shared to support 
decision making on an increasingly real time basis. Through open data initiatives, our data will 
become increasingly open and shared through APIs and portals – which in turn will support 
business partners and stakeholders to provide products and services. We’ll need to continue 
to invest in the underlying data management and governance capabilities in order to make this 
a reality and increase interoperability through sharing data in common formats and standards 
such as CIM. 

Smart Metering 

Smart Metering will drive updates to existing technology in the estate and introduce new 
capabilities and integrations between applications. Smart Meters will provide granular data on 
the Low Voltage network that can support not only operational decision making, but also 
network planning and forecasting. Smart Meters will generate a significant volume of data, 
which will need to be embedded in the IT estate and information models to deliver value for 
UK Power Networks. 

Sensor Technology and 
IoT 

UK Power Network is working on deploying substation telemetry at low voltage levels and 
connecting to SCADA and Advanced Distribution Management Systems. This will provide a 
better visibility of network performance and availability at lower voltage levels, including the 
network connected assets (such as renewable generation or EVs) and help create a digital 
twin of the network for better investment planning and efficiency analysis. 

Cloud Computing 

As UK Power Networks gradually migrates from classic private data centres into the 
public/private Cloud services, UK Power Networks will refactor legacy software to make use of 
modern technology stacks. Legacy software will be refactored to benefit from containerisation, 
micro-services, standard RESTful APIs, and AI/ML technology. This will increase cost-
efficiency and improve resilience of IT services provided to business and customers. The pace 
of change and technological advancement in Cloud Computing that we can anticipate but 
cannot yet see, will also yield further opportunities, and provide capabilities that can be 
leveraged in the future. 

3.2 Translating needs into projects 
 
There were four different techniques applied to the identification of the different projects required as part of our investment 
plan, with each approach being tailored and specific to form the overall IT&T Strategy. These are summarised below, and 
described in more detail in the following sections: 

1 Core System Strategy – to determine the investments and activities that make up our ‘A modern, rationalised application 
architecture’ investment theme (except IT Standardisation). 

2 Managing the current technology estate – to mitigate and manage the technical debt on our ‘A contemporary, resilient, 
secure, and stable IT environment’ investment theme. 

3 IT Standardisation and Cloud Migration – to determine the strategy and approach to maintain and upgrade the non-core 
applications and systems, resulting in our IT Standardisation investment. 

4 Digitalisation – to deliver the specific user community outcomes of the ‘Enhanced Digital solutions and services’ theme. 
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3.2.1 Core System Strategy 
We undertook a specific engagement to determine the strategic direction and investments that were needed for our core 
applications for ERP, CRM, SRM and Field Work Management. This work was undertaken with EY, working alongside 
business and IT colleagues. 
 
Together we executed the approach outlined in Figure 3, a multi-stage method to document our technology roadmap – our 
plan on what and when we intend to update key technologies. This includes all technical and non-technical projects that form 
the journey and will focus on delivering quick business value whilst also seeking to de-risk the deployment wherever practical 
and proportionate. We also consider the obsolescence of current technology as part of this roadmap. This roadmap forms the 
single source of truth for the business, enabling co-ordination of all projects and initiatives enterprise wide into a holistic, 
aligned portfolio view of our investments in RIIO-ED2. 
 
We have identified the efficiencies and opportunities in our roadmap to ensure that investment represents the best value for 
money. For example, if we are upgrading a system for resilience needs, it makes sense to add functionality at that time 
(provided it is cost beneficial to do so), thus achieving efficiencies. Equally, although a project might appear as a quick win, 
without the technology foundations and broader enablers, the project is likely to fail. 
 
Figure 3: Our approach to understand our roadmap driven bottom up. Our roadmap enabled us to start piecing together 
what the future end state looks like, and how we can get there.  
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The core system technologies for UK Power Networks formed the scope of this strategy development and are shown in Figure 
4. 
 
Figure 4: Conceptual representation of the core technologies within the UK Power Networks IT&T estate. It is critical to maintain 
these systems to ensure we can continue to deliver.  

 
 
 
Over a series of dedicated internal workshops with business experts we defined the following ‘Technology Principles’. These 
principles are important as they helped set the baseline for our plan development and continue to allow us to hold each other 
to account when designing solutions. 
 
Figure 5: The seven Technology Principles. 

 
With these principles defined we then undertook a review of our current enterprise architecture to understand the opportunities 
and challenges it currently posed, identifying areas for remediation. We also explored the technology options that were 
available to us in each of the capability areas, this is covered in more detail in the next section. 

The UK Power Networks 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 integrate systems to maximise the value being delivered by solutions and enhance data mastery, quality, 
and consistency. Where possible we will leverage standard integration content and promote the increased use of 
APIs for accessing and sharing data internally and externally. 
 

5. We will provide a user experience that simplifies the task for the user - and, where possible, provide 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. 
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As the preferred options were being confirmed, in parallel the Digitalisation Strategy was being formed, allowing us to align 
strategic direction and define a future state architecture that is fit for purpose – creating a north star vision for the IT landscape. 
Establishing this anchor point of a future state is critical to enable shared and common understanding and simplify and speed 
up governance and investment decision making. 

Finally, we went on to identify the investments that were needed in order to realise the future state and iterated alongside the 
Digitalisation Strategy in order to establish a shared investment roadmap across core system resilience and digitalisation. 

Our approach to technology options analysis  
Across our key technology domains, we assessed the options to ensure our plan was robust and we have managed the 
dependencies between major technologies. Figure 6 shows a selection of key technologies with the preferred option, 
demonstrating the breadth of our analysis. 

This approach was designed and targeted at our core enterprise applications, namely: 

• ERP – the core and heart of our technology landscape, where most critical processes are executed 

• SRM – the system underpinning our procurement, sourcing, and invoicing activities 

• Customer Relationship Management – the suite of systems which support our customer engagement 

• Data & Analytics – providing solid foundations to support our ambitious commitments to open data and transparent and 
speedy decision making 

• Integration & Middleware – the software and systems that provide the speed, agility, and support we need as a business 

• Field Solutions – supporting the delivery of work by our field-based employees 

• Work scheduling & Dispatch – ensuring we get the right work, to the right person at the right time 

For each of these areas we assessed our current landscape to firstly determine whether we needed to do anything / make any 
changes at all and then built from there where required. 

Specifically, this meant assessing each technology area against options. Figure 6 provides a view of the technology area 
reviewed and, below it, the options it was assessed against. 

 

Figure 6: A representation of the technology options considered across our key technologies. We will go into further detail in 
their relevant project documentation. 

 
 
For each option the ‘pros’ and ‘cons’ were discussed, recorded and ‘rough order of magnitude’ costs provided by our partners, 
EY. In addition, each option was reviewed and compared against our seven technology principles for alignment and an 8-part 
complexity and cost assessment undertaken. 

Through this assessment method, we settled on the preferred option, giving us confidence that the option aligned with the 
needs of the business and our customers, delivered on our technology principles, and provided best value for money. 
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3.2.2 Managing the current technology estate 
We need to refresh and maintain our IT&T estate, reducing technical debt and mitigating the risk associated with aging and 
unsupported technology. 

Our end user computing, network and telecoms are critical enablers to our business and the wider set of investments that 
need to be made for core system resilience and digitalisation. It would be a significant waste of investment if our users were 
unable to access the upgraded core systems or new digital platforms and services because of devices that are unreliable or 
a network connection that is not stable and resilient. 

We know from experience that ensuring systems are reliable and resilient is a key driver of customer satisfaction, and that 
there is a significant reduction in productivity if the business is unable to work because of a broken device (for example). 

As a result, we identified the two enabling investments for Devices and Telecoms. The former covering the cyclical refresh of 
end user devices, field devices, mobile phones, and meeting room conferencing. The latter covering Wide and Local Area 
Networking including Wi-Fi, Corporate Voice services, Customer Contact, and investment in the 105-number solution used by 
all DNOs. 

A late addition to our investment portfolio is the Market-wide Half Hourly Settlement project, which is an industry mandated 
cross-energy system project. Whilst other industry mandated and regulatory change is covered under the IT Software 
investment, Market-wide Half-Hourly Settlement is significant enough to warrant its own project and investment line given the 
scale and significance of the changes needed. 

3.2.3 IT Standardisation and Cloud Migration 
In order to identify the opportunities for IT standardisation and how to make most efficient use of our Cloud infrastructure, we 
engaged one of our IT partners, IBM, to perform an analysis of our on-premise IT estate. The analysis was made up of 2 
elements: 

1. Application portfolio review – Performing an analysis of the current application estate and identifying opportunities for 
modernisation. This included looking at whether applications could be rationalised, replaced, or migrated to the cloud. 
The analysis also ensured there was valid rationale for the modernisation and making recommendations only where there 
were cost, efficiency, or supportability improvements by performing any modernisation. 

2. End of Life review – Assessing the IT estate and identifying where there are End of Life platforms (OS, DB, middleware), 
and determine the best options for remediation, and their associated indicative costs and complexity.  

UK Power Networks evaluated the end-of-life remediations, the potential benefits and risk mitigations they provided, and the 
criticality of the business applications that the platforms were supporting. This was used to derive the priority of each 
remediation and this was used to identify the list of projects within this domain. 

3.2.4 Digitalisation 
Within our Digitalisation Strategy we have set out how we have worked through engagement with stakeholders to develop 
opportunities for technology investment. Based on the engagement we formed 118 projects that would deliver the desired 
outcomes. We separately mapped out the outcomes that we will deliver for our user communities, based on the seven ‘Keys 
to Success’ across our business plan, and prioritised each project to the ‘Keys to Success’, overall strategy, and benefits case. 
We discuss our exact process behind this within Appendix 17a: Digitalisation strategy. 

We aggregated each project up to a programme aligned to the user community to ensure that we remain focused on delivering 
the overall outcomes for the user communities. 

3.2.5 Prioritisation of Projects 
As shown within the Digitalisation Strategy we do prioritise investments, assessing the strategic fit, complexity, and the size 
of the benefits for a given set of projects. In the case of the ‘A modern, rationalised application architecture’ and our ‘A 
contemporary, resilient, secure, and stable IT environment’ investments, given their nature and justification of need, we did 
not apply a prioritisation to these projects. These projects are non-discretionary, they are the minimum that we need to do in 
order to manage risk, control technical debt, and provide a resilient, secure, and reliable service to the business. 
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3.2.6 Definition of Investments 
We have captured the definition and rational for each investment based on why, how, when, where, and by whom. This enables 
us to thoroughly interrogate each investment and ensure we are not only confident on what we wish to achieve, but confident 
that we can deliver it.  

In each of the fourteen Project Definition and Justification papers, we have captured the following information: 

1. A description of the context for the project. 

2. A description of the intended project outcomes. 

3. A business case for the investment including benefits. 

4. A definition of the proposed solution including architecture, new hardware, and software components. 

5. The identification of any activities upon which this project is dependent. 

6. The identification of any activities dependent upon this project. 

7. The plan for project execution.   

8. A plan-on-a-page for each project. 

9. Top ranked risks and opportunities. 

10. A build-up of the costs based on transparent calculations underpinned by cost forecasts based on, for example, 
historical cost data or future supplier/contractor prices and the scale of the project. 

11. The resources (manpower, hardware, licences, etc.) required to operate and sustain the project deliverables during 
the RIIO-ED2 period and beyond. 

12. How we will run and operate the solution once it has been delivered. 

 

We have also aligned each investment against our delivery mode – we plan to deliver investments across a bi-modal approach 
based on waterfall and agile, more details of which are contained in Section 9 – Execution of Plan. 
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IT & Telecoms will be further improved through to the end of RIIO-ED2. Our goal is to be “best-in-class” when measured 
against the utilities industry and other organisations and industries. We want to be the example that other organisations quote 
and compare themselves to – in terms of IT&T Service, digital offerings, and delivery approach.  

4.1 Our Vision 
We have kept our vision simple, incorporating three key pillars.  
 
Figure 7: Our vision for our IT&T service for RIIO-ED2. 

 

4.1.1 Excellent Service 
Service is the bedrock of the IT&T function. Maintaining systems, hardware, and processes that are essential for our entire 
business to function and for our customers to engage with and be served by. Our vision is to run an IT&T service where we 
deliver a consistent and reliable service enabled by technology that ‘just works’.  

The world is increasingly dominated by technology – interconnected mobile web services and applications that consumers 
use as an integral and essential part of their everyday lives. These services have IT&T teams supporting them and ensuring 
they remain secure and available. These teams are invisible to the users of the technology for the most part. They become 
visible only in the event of malfunction or failure.  

We want to build a service that our customers (internal and external) take for granted. Specifically:  

• Availability of systems 
Resilient systems, available, secure, and scalable proportionate with their purpose and value.  

• Reduce internal customer incidents 
Reduce the number of issues that our users have. Tirelessly focus to learn through a culture of continuous improvement 
supported by forensic analysis and process discipline. 

• Increase self-serve 
Make it easy for internal customers to self-serve and troubleshoot. Our colleagues are becoming increasingly technology 
literate with heightened expectations to complement their growing digital skills and capability. We need to enable these 
customers to fix their own issues whilst maintaining existing channels for customers who require a more personal service. 

• Respond rapidly and effectively when things go wrong 
Whilst striving to prevent system interruptions and failings we need to respond quickly to recover when things do go wrong. 
We need to ensure our response is effective – with the right ITIL aligned structure, processes, and governance to re-
establish services, and importantly keeping our customers informed throughout. Understanding our business, developing 
key capabilities including automation and adopting process discipline will underpin and help in timely recovery. 

4.1.2 Enabling Solutions 
Our technology and platforms need to enable innovation, growth, and Net Zero. The needs of the future are different from the 
needs of today, and we need technology that enables UK Power Networks to deliver solutions to these challenges. Our 
technology platforms need to enable us to digitalise our services, enable us to set up a DSO, and enable us to develop 
technology solutions to facilitate Net Zero. 

Enabling solutions is about bringing flexibility to our architecture and platforms such that we can enable our business and 
customers to work together in new innovative ways. Technology cannot be a barrier. 
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We need to increase our speed of delivery. We need to be able to deliver solutions to market faster and to iterate to continually 
enhance the user experience.  Bi-modal delivery is key. We need to rapidly set up teams to respond to requirements and 
rapidly deploy changes to meet demand. 

4.1.3 Trusted Partner 
Trust is earned. Trust is where our customers and stakeholders maintain belief in our reliability and capability. Partnership is 
where we work with internal stakeholders to achieve shared outcomes. We continually strive to be a trusted partner to our 
business. To be a trusted partner means that when there is a need we are there alongside our business working collaboratively 
to build a respond to that need. 

What makes an organisation trusted? Our customers explained that a key reason to trust an organisation was based on good 
personal experience, for example solving problems, being contactable and providing consistency across all aspects of service.  
Much like UK Power Network’s wants to be trusted by our customers and stakeholders, our IT&T function aspires to the same 
from our internal customers and stakeholders. 

4.1.4 Our future state architecture 
As covered in Section 3, as part of translating our needs into projects, we established our target state architecture landscape 
– our vision and north star for technology and business services in UK Power Networks at the end of RIIO-ED2 (and beyond). 
The target conceptual application architecture for our IT&T estate can be seen in Figure 8 below. 

To further validate some of our choices and decisions, an additional external validation of our chosen options was undertaken 
through eight targeted LinkedIn surveys, testing different solutions for specific areas of need in our architecture i.e. CRM, ERP 
etc. We used filters to publish our surveys to experts in relevant fields. 

As a result, we received 50,000 views of our survey requests and nearly a hundred votes from users whose job titles and skills 
demonstrated they were ‘Enterprise architects’ or ‘CRM specialists’ etc. In short, we accessed a network of global experts in 
their respective fields and in all 8 categories surveyed our chosen option was validated. 

In addition to being a valuable validation exercise, this has also provided us with key learnings which will be fed into our future 
project development approaches. 

 
Figure 8: Target Enterprise architecture based on upgrading and modernising our estate and building upon the proposed 
digitalisation investments. 
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4.1.5 IT&T Support Model 
The pace of technology provides further opportunity to simplify IT&T support. Cloud based products offer the potential for lower 
cost to serve through changes in hosting, interoperability, monitoring, and support – we have already embarked on that cloud 
journey. We need to better understand how we can drive further efficiencies, by further leveraging the APIs, Infrastructure as 
Code, and automation of service tasks that are present within our Azure cloud environment. With the right technologies enabled 
and integrated, exploitation of our cloud platform and our IT Service Management tooling presents opportunities to enhance 
the service and support model that we provide for our business, including: 

• Focused Service Management 
A focused and commercially astute service management function, exploiting data insights, and best in class processes to 
deliver an improved IT&T service with automated processes e.g. by automating the provision of new or changed services.  

• Aligning IT&T support teams around key capabilities  
Consolidating our systems to key technologies, streamlining support teams, and building economies of scale. DevOps 
techniques bring together development and operations practices, making tasks highly repeatable and robust through the 
delivery and support lifecycle and enabling a seamless support model.  

• Remote IT Service 
Working from home has become the norm for office-based staff during COVID-19, and we need to further develop our 
services to support a hybrid office/home based model. We will transition our sites away from expensive dedicated lines 
to VPN sites across secure open internet. Onsite support will transition to remote support – much like our digitalisation 
plan intends to embrace new technology such as video calling, we will do the same. Traditional services such as printing 
will reduce, and we will encourage and enable our internal customers to self-help and become increasingly digital. 

• Self Service Culture 
We want to build a culture of self service throughout our internal customer community. This will enable us to reshape, but 
not eliminate, elements of service such as our service desk. We recognise that sometimes a phone call will make for the 
best service outcome.  

• Reduced on-premise infrastructure  
Decline of our on-premise data centre infrastructure through targeted and appropriate migration of services into the cloud. 
We will exploit the advantages of automation, monitoring, backup, and resilience that reduce onsite and human 
dependency, further progressing our transition to proactive and automated management. 

 
Exploitation of cloud to enable an improved IT&T service to our business is a primary ambition, introducing new challenges 
and demand for a different mix of skills within our organisation.  We will invest in our people so that they have the capabilities 
to be to design, support, implement and govern these new solutions – at the same time contributing to the professional 
development of our people, ensuring these opportunities are exploited in a robust, reliable and cost efficient way. 
 
All the above is predicated on our Managed Service Provider (MSP) who deliver the IT support services to our customers. We 
will tailor the scope of the MSP throughout the duration of RIIO-ED2 to ensure we bring the ambitions of our vision and 
changing technology requirements throughout all elements of our service – including those delivered by partners. 
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We have brought together our IT&T, Digitalisation, and Data Best Practice Strategies and the associated investments into four 
distinct investment themes, and fourteen aligned investments. Our options analysis is linked directly to the themes. Our four 
themes are described below: 

5.1 A contemporary, resilient, secure, and stable IT environment 
We need to maintain our IT&T estate to ensure we can keep running the organisation – this includes refreshing of equipment 
as it reaches end of life, modernising infrastructure, and telecoms alongside changing standards, upgrading software to newer 
versions, and importantly, remaining compliant with regulations and licence agreements. These investments are needed to 
maintain the foundations of our technology landscape. Without these, we won’t be able to achieve the value from other 
investments. We can have the best Digital systems for our employees to use, but without a functioning laptop/mobile device, 
they would have no way to use it. These investments are the cost of running an IT&T service. 

The investment theme is split into five projects/programmes: 

• Devices Programme 
Refreshing of end user devices along recommended refresh cycle. Devices are critical for running an effective business. 

• Telecoms Programme 
Maintenance of the current estate, including the refresh of LAN and Wi-Fi. Upgrading to SD-WAN and piloting innovative 
technology. An up-to-date and secure telecoms network is essential to running a modern-day organisation. 

• Software Programme 
Upgrading software to remain current, secure and within vendor supported versions. Proactive software licence 
management and compliance with regular regulatory changes. 

• Control Systems Programme 
Upgrading the hardware and software used by our control room to reconfigure the network remotely to restore supplies 
to customers or isolate faulty parts of our network for safety reasons 
 

• Market-wide Half Hourly Settlement Project 
Maintaining compliance with the Market-wide Half Hourly Settlement initiative with technical changes to our Income 
Management systems. 

5.2 A modern, rationalised application architecture 
Before building any digital solution, we need to ensure that the right architecture is in place to support it. This theme is about 
building on and expanding our core capabilities. To truly become a digital organisation, we need a simplified and up to date 
architecture. If we leave core elements behind it has the potential build complexity, and therefore increased TCO. If we do not 
perform these investments, then there is a risk that: 

• The applications will not be supported by respective software vendors, meaning that issues will not be resolved. 

• Services will fail more regularly, leading to business disruption impacting the delivery of critical services. 

• Applications will not receive patches and updates that are crucial to address known issues and maintain security, 
addressing cyber security vulnerabilities. 

• Applications will become obsolete with islands of data that cannot be integrated – restricting the value of that data and 
information to stakeholders. 

• Increased technical debt, which will require more substantial investment in the future. 

We therefore plan for continued investment in a strong resilient technology core, providing the foundations for wider 
technologies and digital services. 

Our SAP ERP system is at the core of our organisation and technology landscape. SAP ECC6 (our current version) is not built 
for the digital requirements of tomorrow and leaves standard support in 2027. We need to invest in this foundation layer.  

Upgrading doesn’t just enable digitalisation. It builds further resilience in our IT&T estate. End of life technology is not fit for 
purpose and is prone to failure. As Critical National Infrastructure (CNI) we must remain in formal vendor support for our core 
system of record, one that is required 24*7*365 to run our business. 

The investment theme is split into five projects/programmes: 

• ERP Upgrade Project 
As it currently stands, SAP ECC6 moves out of standard support from 2027.  
 
This will deliver a modern ERP landscape providing a foundation for the future, improved security, minimal data migration 
and provide solid foundations for the rest of the architecture. This ERP system will act as the system of record for our 
assets and operational activities, alongside our back-office functions. The standardisation across the landscape will 
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enable overall business outcomes including alignment to EDTF, enabling Net Zero and creating resilience for a more 
secure application landscape. 

 
Outcomes include: 
o Migration to a modern platform that will enable core business functions and digitalisation. 
o Keep us aligned with the vendor roadmap for development and enhancements. 
o Mitigate the technical debt that will be faced within RIIO-ED2 through the ceasing of vendor support for our current 

version. 
o Increase resilience and simplify the landscape. 
o Ease integration through standards. 
o Allowing for better access to core network data sets and enabling further value to be extracted from that data. 

 
• Supplier Relationship Management (SRM) Upgrade Project 

Our current SAP SRM & Sourcing platforms will move out of standard vendor support in 2027. We intend to replace our 
current SRM with a best of breed integrated solution to provide an efficient, effective, and standardised core procurement 
solution. It will provide an end-to-end solution portfolio that manages supplier information, lifecycle, performance, and risk 
all in one place. UK Power Networks will use this investment to rationalise procurement functions, unlock digitisation and 
automation capabilities. 
 

• Customer Relationship Management (CRM) Upgrade Project 
Our current SAP CRM will move out of standard support from SAP in 2027. This project must be completed during RIIO-
RIIO-ED2 to maintain a singular platform with 360-degree view of customer across the business. With modern inbound 
channels and data, we will accommodate multiple customer types and journeys. This will centralise customer information 
allowing for improved and secure access to customer data and customer interactions as demands increase from Net 
Zero. 
 

• Field Work Management Upgrade Project 
Our SAP based Field Work Management solution goes out of standard vendor support in 2022. We need to manage the 
implementation and migration to a new tool. We want to enable further enhanced solutions aligned with our digital 
ambitions, enabling our field force to perform their critical operational roles easily, safely, and accurately, capturing the 
increasingly complex asset and network related information. The Field Work Management upgrade will enable us to 
continue to get the right work to the right person at the right time. This solution will provide a key tool that will support 
delivery of all work types in the field, including resolving faults for customers efficiently and promptly, delivering new 
connections whilst maintaining the health of our assets.  

 
• IT Standardisation Project 

IT Standardisation is about bringing our peripheral systems onto common cloud-based platforms. This project will improve 
IT resilience, reduce technical debt, and mitigate risks which persist due to technical obsolescence and ageing technical 
support. This project will transition us to a cloud-first organisation where we can take advantage of the power and flexibility 
of the cloud.  This will allow for the increased introduction of automation, AI, and self-help all of which are made easier 
through cloud-based architectures.  This is a key enabler to achieve our IT&T vision of ‘Excellent Service’ and the 
achievement of IT&T OPEX savings from a simplified support model. 

5.3 A data capability that enables DSO and the wider energy system 
In support of the UK Power Networks data best practice strategy, set out in Appendix 17c, we will develop the data governance, 
management and engineering capabilities necessary in opening up asset and network infrastructure data, unlocking the full 
potential of our data assets and moving to a more efficient, secure and integrated data architecture capable of supporting 
future business processes and analytical capabilities in order to support our RIIO-ED2 aspirations and commitments in driving 
consistent digital capabilities across the energy sector. 
 
Specifically, the strategy requires the implementation of the following key activities: 

1. Modernisation of our Data Engineering Capabilities 
Development of our data engineering capabilities implemented through a Data Centre of Excellence model via insourcing 
of new specialist data expertise and upskilling of existing resource. 
 

2. Modernisation of our Data Infrastructure 
Creation of an integrated Enterprise Data Model via a scalable and secure cloud-based data ‘pipeline’, forming a single, 
reliable source of truth for efficient and reliable servicing of internal and external data needs. 

 
3. Strengthening of our Data Governance 

Implementation of data curation, triage, and data classification practices to ensure appropriate control and use, entailing 
the enhancement and development of internal data ownership and governance frameworks. 
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4. Facilitation of Data Exploration & Discovery 
Development of a comprehensive data catalogue, based on established metadata standards, to facilitate data 
transparency and discovery, irrespective of whether the data defined is openly published or not. 

 
5. Digitisation of our Geospatial Network Records 

Digitisation (vectorisation) of our geospatial network records, unlocking the full potential of our existing data assets and 
enabling a number of strategically important data and analytics related capabilities. 

 
6. Continual improvement of Data Quality 

Introduction of automated data quality evaluation and monitoring at Object, Domain & Enterprise level, driving pro-active 
and prioritised remediation and intervention along with providing transparency with respect to data related constraints or 
deficiencies. 

 
7. Facilitating Data Interoperability 

Development of a Unified Network Model (UNM) - an integrated data model of our network held in a CIM compliant form 
to facilitate internal and external data interoperability. 

 
8. Delivering Open Data 

Controlled and secure publication of readily usable, licensed Open data to external consumers in a range of formats 
(including APIs) via a dedicated Open Data Platform which will enable direct access to and consumption of data and 
corresponding metadata. 

5.4 Enhanced digital solutions and services 
Enhanced digital solutions and services is the fourth investment theme, where we deliver digital outcomes that our 
stakeholders have fed back to us. Appendix 17a: Digitalisation strategy discusses the specifics of this theme in more detail, 
addressing how we developed our plan. Within the theme we have three programmes, each addressing a different area. 
 
• Customer facing solutions Programme 

With the transition to Net Zero and establishment of the DSO, alongside changing preferences for customer engagement, 
we must broaden our channels to cope with increasing demand from customers and their engagement preferences. As 
more people self-serve, we need to invest in the technology required to accommodate and handle this, as well as add 
value to every customer interaction (e.g. around low carbon technology). We need to implement this portfolio for a better 
transactional service for vulnerable customers, to have a greater social impact and deliver the most innovative vulnerability 
strategy in the industry.  

 
This programme will provide a clear path defining how we will support & improve the service provided to Connections 
customers and will deliver value for customers through simplicity and transparency at all stages of the connections 
process. We will be able to support connections stakeholders to make informed decisions through the provision of 
accurate and user-friendly information / data (See Appendix 9: Our major connections strategy). 
 

• Employees Programme 
Our employees are essential to the success of UK Power Networks. We have a workforce of committed people who have 
brilliant ideas based on their experiences of talking to our customers and stakeholders every day and delivering the 
services that make us so successful. 
 
A stable, competent, and well-trained workforce make an invaluable and integral contribution to network reliability and 
quality of supply, which in turn benefits our customers. This digital programme will enable a workforce that can adapt to 
changing demands of Net Zero and DSO by giving employees greater access to training and skill development, particularly 
through remote learning. This portfolio provides necessary training platforms, remote working capabilities, and 
collaboration opportunities to UK Power Networks employees, enabling cost reduction, employee engagement, safety, 
and further improved decision making. 
 

• Assets and Operations Programme 
Preparing our network and our customers for Net Zero and DSO will require investment over and above traditional 
reinforcement, operation, and maintenance of the network. As the network becomes more complex, incorporating 
distributed flexible generation we need to invest in the technology required to accommodate and handle these changes 
whilst maintaining network resilience and security. 

 
This portfolio of digital programmes will improve the timeliness of access to all types of data collection and provide a more 
dynamic approach to implementation of maintenance regimes and associated planning, enhancing efficiency, and decision-
making related to network resilience. 
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6.1 Our approach to options analysis  
We have taken a tailored approach to our options analysis. We have formed five potential options for consideration based on 
different make ups of projects/programmes.  We discounted traditional expenditure analysis for the following reasons: 

 
1. The expenditure to benefit ratio of IT&T investments are not linear i.e. 50% spend doesn’t equal 50% of benefits. Our 

approach to benefit delivery is to deliver the minimum solution to achieve the targeted benefits. Increasing expenditure 
that is not part of a coherent IT project will not deliver any additional benefits. Decreasing expenditure would mean we 
would be unable to deliver the projects and services our customers and stakeholders have asked for, and therefore we 
would not be able to achieve the benefits. 

 
2. We have considered the impact of overspend, and impact to payback separately.  

6.2 Strategic Technology Options 
Where applicable, within each investment we have considered technology and solution options. As described in Section 3.2.1 
(Our approach to technology options analysis) we evaluated different options as part of the formation of our Technology 
Strategy and Roadmap. Each Project Definition and Justification Paper will outline the options that exist based on the scope 
and objectives for the respective investment. 
 

6.3 Portfolio Delivery Options – Options Summary 
We have identified five portfolio level options for the overall IT & Telecoms, Digitalisation and Data investments in RIIO-ED2. 
These are represented in Table 8 and described in more detail within the following section. The options are based on targeting 
an increasing scale of outcomes, leading up to the delivery of all the investments outlined including the digitalisation portfolio. 
We have included “do nothing” and a defer to RIIO-ED3 options as well. 
 
Option 1: Baseline - Do Nothing  
Deliver no technology investment in RIIO-ED2. This option would not deliver any of the fourteen projects and result in both 
hardware and software becoming aged and out of vendor support.  In addition to operational degradation and stability risk this 
would present a major cyber security risk.  This cyber risk is in direct contradiction with the standard under the Directive on 
Security of Network and Information Systems (NIS Directive). In this option we would see an increase in support costs from 
3rd parties, where standard support models are no longer viable and an increased failure rate for key services. This will have 
a knock-on impact to the business and delivering the outcomes articulated in the business plan as well as UK Power Networks’ 
obligation as a DNO. We have understandably discounted this option. 
 
Option 2: Theme 1 only (A contemporary, resilient, secure, and stable IT environment) – Refresh Technology 
Limited investment to maintain the business performance at current levels. This does not allow us to meet the objectives within 
our digitalisation strategy and does not deliver key enablers for critical elements of our RIIO-ED2 plan, such as DSO and the 
facilitation of Net Zero. This option builds up technical debt (out of support technology) that is more difficult to support, resulting 
in increased support costs and the risk of degraded business performance alongside minimal financial or customer driven 
benefits. This option is not recommended as it impacts the overall UK Power Networks business plan, erodes resilience, and 
does not enable digitalisation. 
 
Example: Our current SAP estate covering core systems of record for ERP, Asset Management, Work Management, Customer 
Management, Supplier Management and Mobile Work Management goes out of formal vendor support in 2027 and there is 
currently an option for extended support for 3 years until 2030.  Extended support will drive increased costs from SAP and 
support partners through to RIIO-ED3.  Delaying major upgrade activity to RIIO-ED3 for what is our technology core will 
increase operational stability risk, cyber risk, and threaten the already extended support deadline. 
 
This option does not deliver the recommendations from the Energy Data Taskforce (EDTF) or underpinning technology 
enablement needed for the creation of the DSO. 
 
Option 3: Theme 1, 2 (A modern, rationalised application architecture) and 3 (A data capability that enables DSO and 
the wider energy system) – Enabling further investment 
Delivering resilience, by upgrading and transforming our major applications and providing data enhancements that are required 
to meet the anticipated obligations of RIIO-ED3. This option includes the projects in Option 2 with additional resilience projects 
to upgrade our SAP estate, implementing EDTF requirements and key data related enablers for DSO and Net Zero. This 
option excludes the objectives set out within our Digitalisation Strategy - investments are the bedrock of future digitalisation 
and are critical for UK Power Networks to deliver. The investments introduced within this option represent a positive return on 
investment which we will demonstrate in the analysis section. 
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Option 4: Digitalisation (all themes) (Preferred) 
Continuation of our RIIO-ED1 Approach – Digitalisation. Options 2 & 3 keep UK Power Networks performing at the same level 
as today whilst meeting the additional licence condition obligations. We could stop the investments there. However, a key 
driver of our RIIO-ED2 submission is digitalisation. To become a digital enabled organisation, to deliver enhanced customer 
outcomes, we need investment. We need technology that turns manual process to automated and allows us to open our data 
up externally in a secure, interoperable, and maintainable way. This option includes all the investments within Options 2 and 
3, with the inclusion of our ‘Enhanced Digital solutions and services’ programmes. 
 
Given the stakeholder inputs and our commitments as a business, we consider these investments essential to allow us to 
prepare for, and then deliver Net Zero, DSO and the levels of service you will read about in other business plan sections. As 
demonstrated in the Line of Sight document, these demands have been extensively tested with, and endorsed by, our 
customers and stakeholders. To enable these initiatives, whilst maintaining low cost services for our customers requires 
creativity.  
 
This is our full investment option. We have used prudence to prioritise the digitalisation investments and ensure these 
constitute a realistic proposition. We have consciously evaluated our capability to deliver and have used that to ensure this 
option includes what we can confidently deliver. We have confidence in the benefits of digitalisation and believe there is a 
compelling business case behind these investments. 
 
Option 5: Defer Non-Baseline investment to RIIO-ED3 
This option contains the same investments as Option 2 in RIIO-ED2 and deferring the remaining investments to RIIO-ED3. 
This option is included for the purpose of NPV analysis.  
 
This would result in key technologies going out of support, prevent updates including critical patches and ultimately drive 
higher support charges. Resilience would be eroded and would exclude investments that are key enablers to DSO and Net 
Zero. This analysis delivers the lowest NPV and we have therefore discounted this option. 
 
Table 8: Investment Portfolio Options Summary identifying which investments are aligned with each option identified. The 
‘Enhanced Digital solutions and services’ theme is only within Option 4 whereas the theme 1 (A contemporary, resilient, 
secure, and stable IT environment) are in Options 2-5. 

Investment Theme # Investment Name 

Options 
1 2 3 4 5 

Do Nothing Refresh 
Technology 

Enabling 
further 

investment 
Digitalisation Defer to 

RIIO-ED3 

A contemporary, 
resilient, secure, and 

stable IT 
environment 

1 Devices Programme  X X X X 

2 Telecoms Programme  X X X X 

3 Software Upgrades 
Programme 

 X X X X 

4 Control Systems 
Programme 

 X X X X 

5 Market-wide Half Hourly 
Settlement Project 

 X X X X 

A modern, 
rationalised 
application 
architecture 

6 ERP Upgrade Project    X X X 

7 SRM Upgrade Project   X X X 

8 CRM Upgrade Project   X X X 

9 Field Work Management 
Upgrade Project 

  X X X 

10 IT Standardisation Project 
  

X X X 

A data capability that 
enables DSO and the 
wider energy system 

11 Modernising Energy Data 
Programme 

  
X X X 

Enhanced Digital 
solutions and 

services 

12 Customer Facing Solutions 
Programme 

   X X 

13 Employees Programme    X X 

14 Assets and Operations 
Programme 

   X X 
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6.4 Portfolio Delivery Options - Analysis 
UK Power Networks have undertaken a Cost Benefit Analysis, using options analysis in the Ofgem template (RIIO-ED2 Cost 
Benefit Analysis template V9.0), of the portfolio delivery options that are outlined in the previous section. The steps that we 
have taken to undertake the analysis is as follows: 

1. Set out the Baseline – which in this case is the capture and assessment of “Option 1: Do Nothing”. In this situation, the 
incremental costs that would be incurred as a result of an aging technology landscape with increased technical risk and 
debt as well the business impact of increased failures of key technology components. 

2. Model each of the delivery options articulated in the previous section, capturing the costs and the benefits – as 
well as offsetting the avoided baseline costs 

3. Undertake a sensitivity analysis on the preferred option 4 – assessing the degree by which costs would need to 
change before the ordering of options would need to change 

We have captured and modelled the direct business benefits, articulated completely in the Project Definition and Justification 
Papers, as well as the service reliability and service delivery-based benefits and the avoided costs therein. 

 
Table 9: Net Present Value (NPV) for each option.  

ID Option 
RIIO-ED2 

expenditure 
(£m) 

NPV – 10 
years (£m) 

NPV – 15 
years (£m) 

NPV – 20 
years (£m) 

NPV – 30 
years (£m) 

NPV - 45 
years (£m) 

Payback 
period 
(years) 

1 Baseline  81.55 4 - - - - - - 

2 Refresh 
Technology 83.02 10.69 33.93 45.21 60.83 73.44 8 

3 Enabling further 
investment 159.88 90.41 194.36 247.91 321.84 381.19 5 

4 

Digitalisation 
(preferred 
investment 
option) 

184.20 100.53 215.39 274.63 356.41 422.04 5 

5 
Defer Non-Baseline 
investment to RIIO-
ED3 

81.554 -56.10 7.77 91.25 161.86 220.33 15 

  
Our investment in full IT digitalisation option meets the full demand of customer and stakeholders based on wide consolation 
and evidence-based research (Option 4), it delivers the highest NPV across all time periods with the payback periods being 
equivalent to Option 3 – however the level of investment is higher in Option 4. Relative to Option 3, this option delivers 
additional operational cost savings in customer facing solutions, employee productivity and assets and operations – which 
leads to the increased whole life NPV of £444.58m vs £401.60m for Option 3. IT&T investments invariably have lifespans that 
are less than 45 years – a more appropriate period would be 15 years. As such the 15-year NPV for the preferred option 4 is 
£215.39m. 
 
We have tested deferring investment in our preferred option until RIIO-ED3 (Option 5). While this results in no additional 
expenditure in RIIO-ED2 over the baseline, it delivers a lower net benefit across all time periods relative to our preferred 
investment option. The NPV after ten years in this option is the lowest of all the options considered as costs are incurred but 
benefits are not fully realised until the end of year eighteen. 
 
We have also conducted sensitivity analysis on costs to determine by how much they would need to change in our preferred 
investment option for the ordering of our options to change. This shows the total costs of Option 4 would need to increase by 
at least 123% for the whole life NPV to be negative. This demonstrates that the business case is robust to potential cost 
increases. 
 
A similar analysis of benefits shows that they would need to fall by at least 54% for the ordering of options to change. Given 
we have applied conservative assumptions around the realisation of benefits, this shows the business case is also robust to 
potential changes in benefits delivered. 
 

  

 
4 TOTEX Costs incurred in RIIO-ED2 as a result of not undertaking the proposed investments 
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6.5 Non-Financial Benefits  
Given the sustained move to technology and digitalisation of businesses, maintaining a modern and up-to-date IT estate is 
essential to running a DNO. We have considered the following non-financial benefit areas, that further reinforce the need for 
investment beyond the tangible financial benefits. For details of the benefits against each investment area, please see the 
relevant Project Definition and Justification Paper. 
 
• Compliance and Security 

The investments we have included ensure that we remain compliant with updates to legislation, licence agreements, and 
codes by providing the necessary technical changes. In addition, we will maintain our good practice hygiene of upgrading 
and applying patches to systems, ensuring closure of security vulnerabilities.  
 

• Maintaining technical debt and risk 
Older technology has an increased risk of failure, and when it does fail, is harder to restore service to. This plan will limit 
the technical debt by upgrading critical components of our IT&T landscape. We will deliver enhanced business resilience 
by reducing the risk of failure. 
 

• Technology Landscape Simplification 
We will consolidate applications and technologies, which will enable us to build a support model focused around key 
capabilities. We will reduce the complexities for the estate and consolidate monitoring, support, and maintenance 
requirements. 
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IT&T Operational Expenditure (OPEX) is a key measure of efficiency for an IT&T Service. Despite other organisations being 
different and at different points of their technology/digitalisation journey, the ability to deliver a high value and cost-effective 
IT&T service is important. We have incorporated a culture of continuous improvement and are constantly innovating how we 
can reduce the cost to provide the service to our stakeholders – be it using cloud technology, optimisation of systems, and 
licences or automation of support. 
 

7.1 RIIO-ED1 Financial Performance 
Across RIIO-ED1 we are forecasting an average annual operational expenditure of £31.7m in line with the allowance 
(excluding Cyber of £1.9m). We anticipated rising costs from introducing new technologies and services and had established 
an action plan to drive efficiencies and avoid increases of £6.1m per annum. 
 
However, RIIO-ED1 has been a more challenging period than initially anticipated. The reasons for this are two-fold: 
 
• Increased Capital Expenditure (CAPEX) within the period than planned 

As discussed in the following CAPEX section, based on compelling business cases to deliver cost efficiencies elsewhere 
across UK Power Networks, we spent more on CAPEX. 
 

• Move to Subscription and Cloud Services 
Cloud has becoming a more important element of the overall IT&T landscape. Software-as-a-Service (SaaS) has become 
mainstream and the primary route to market and focus for product development for many software and platform vendors. 
There has been a sustained move towards subscription pricing for technology services, away from perpetual licences. A 
major example of this is Microsoft, with the introduction of Microsoft 365. Microsoft have targeted a more aggressive 
licensing model requiring subscription purchasing of Operating System (Windows 10), Software (Microsoft Word, 
PowerPoint, and Excel) and Services (Email) away from the previous model of perpetual purchasing of licences through 
CAPEX. 

 
To maintain our position within our RIIO-ED1 allowance, we took an aggressive counter strategy which was above and beyond 
our original plan to offset increasing costs.  This has served to largely mitigate the pressures of the above. We have achieved 
this through: 
 
• Increased consolidation of technology and services  

Within our RIIO-ED1 plan we planned to consolidate technology and services to drive efficiencies. We took a determined 
approach at our cost base, unifying key technologies with a policy of selective divergence only where the technology is a 
differentiator in RIIO-ED1 we have had two focus areas: consolidating around our SAP ERP and consolidation onto our 
Microsoft platform. We have used these to remove applications and services and provide common platforms across 
functionality.  
 

• Licence Optimisation 
We have evolved our approach to licence management by adopting role-based licencing. This approach based on detailed 
usage data has enabled us to optimise usage, providing the right licences to each employee based on job role whilst 
ensuring we are compliant with licence obligations. 
 

• Operating Model 
We have taken further steps to align our operating model to the ITIL standard across our internal capability and outsource 
partners. We have used this as the basis to streamline our operating model, whilst delivering excellent performance – we 
have reduced our internal headcount from 133 in 2018 to 89 at the end of year six with no corresponding external 
headcount or cost increase in our support and delivery model. 
 

• Contract management and benchmarking 
Strong contract management has been key ensuring we are extracting maximum value and removing areas 
duplication/little value. We have extensively tendered IT&T contracts to ensure we are getting the best value pricing and 
conditions from the market. Where competition is sparse or a certain technology is required, we work with Gartner to 
benchmark the service to ensure it is priced fairly. We have actively looked to consolidate contracts and services to deliver 
economies of scale. Where this isn’t possible, we have appointed market leading resellers enabling us to purchase as 
part of a larger group with other organisations.  

 
Overall, we have been able to keep within the overall allowance for the RIIO-ED1 period by 2%.  
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Based on net costs we have summarised our spend against the RIIO-ED1 allowance as shown within Table 10 demonstrating 
our overall RIIO-ED1 performance. 
 
Table 10: Net C13 costs in 2021 prices vs the allowance demonstrating a position where we expect to outturn RIIO-ED1 at 
the allowance. 2022 and 2023 spend are estimates at present. 

NET COSTS (C13) 
2021 Prices 2016 2017 2018 2019 2020 2021 2022 2023 RIIO-

ED1 

Allowance £m 29.00 29.88 29.05 29.44 29.77 29.93 30.03 30.01 237.11 

Spend £m 22.75 24.47 28.17 30.77 31.02 34.00 30.42 30.42 232.02 

Under/overspend £m -6.25 -5.41 -0.88 1.33 1.25 4.07 0.39 0.41 -5.09 

Under/overspend % -22% -18% -3% 5% 4% 14% 1% 1% -2% 

 
We are forecasting RIIO-ED1 outturn slightly under the allowance. 

7.2 Benchmarking 
We are focused on delivering value for money for the IT&T service, OPEX is the cost of the service. We have taken a 
conservative approach to benchmarking and we have benchmarked against other DNOs in the UK. We excluded other 
organisations for the following reasons: 

• The utility industry has a unique business model as a regulated industry. Given the unique systems and processes we 
support, we would not be able to compare to organisations outside of the industry.  

• Water and Gas utilities have different technology requirements and do not have the level of automation or connectively 
when compared to electricity utilities. We have more complex systems and requirements relating to, for example data and 
cyber security 

• Foreign electricity distributors have different regulatory models. For example, when we have looked at benchmarking 
internationally, we have struggled due to differences in management of smart metering systems – in the UK we only 
consume the data. If we were to benchmark, we would appear cheaper. 

We have taken the approach to benchmark against the UK DNO’s, and although they are at different levels of technology 
adoption, we believe it provides a fair benchmark. 

We have compared our historic RIIO-ED1 spend across the first five years with other UK DNOs looking at four factors; IT&T 
spend as a percentage of base revenue, spend per customer, spend per employee (FTE) and per MEAV, with results showing 
in Table 11. UK Power Networks is demonstrated to spend efficiently with 1/2 positions on each benchmark. Cost per customer 
is the acid measure. Given we are the lowest cost per customer we maintain that we are the best value DNO. 

 
Table 11: First five years of RIIO-ED1 compared to the other DNOs demonstrating UK Power Networks as the cheapest 
DNO for IT&T operational expenditure. 

 UPKN WPD ENWL SPEN SSE NPG 

As a % Base Revenue 1 2 6 3 5 4 

£ per Customer 1 2 5 4 6 3 

£ per FTE 1 2 6 4 3 5 

per MEAV 2 1 6 4 5 3 
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7.3 RIIO-ED2 Trends 
Based on our understanding of the technology drivers and the impact of our investment plans, the following trends will impact 
our Non-Operational IT&T operating costs through the RIIO-ED2 period. 
 
• New technology driving increased OPEX costs  

Non-Operational IT&T operating costs increase as a result of CAPEX investments. When a new technology is introduced 
there are licence, infrastructure (hosting), and support costs. These technologies often drive savings elsewhere which far 
exceed the IT&T costs, delivering a net benefit. Our CAPEX plans for digitalisation and data are ambitious and will 
introduce significant uplifts post implementation. We expect an average increase of £3.5m per annum across the period.  

 
• Further movement to Subscription Services and Cloud Offerings 

Continuing from RIIO-ED1, cloud and subscription-based services are increasing under a new licencing model. This 
results in reduced CAPEX expenditure and overall TCO reduction but an increase in OPEX. We have calculated based 
on the proposed CAPEX portfolio an increase of £1.4m per annum compared to RIIO-ED1. 

 
• Upgrading products  

Additional licence costs resulting in an increase of £1.2m per annum post implementation. 
 
• Support Model, Technology and Contract Optimisation 

The move to cloud services prompts us to re-evaluate the operating model of running an IT&T services, including functions 
such as Service Desk, requests and incident notifications and response. When combined with technology consolidation, 
effective contract management and a continuous benchmarking focus these disciplines reduce the average OPEX by 
£2.0m per annum. 
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7.4 RIIO-ED2 Expenditure 
In RIIO-ED2 we expect to see an increased expenditure in IT&T OPEX from the trends we highlighted. Yearly average IT&T 
OPEX will increase from £31.7m to £34.9m, an increase of 10.09%. 
 
Figure 9: IT&T Operating Costs from RIIO-ED1 to RIIO-ED2 based on trends. Based on a yearly average expenditure5. 

 
 
We understand the significance of a 10.09% rise in OPEX – this is in context of a greater breadth technology estate, with 
increased capability. Based on our position within RIIO-ED1, this increase is from a value for money baseline. We have 
demonstrated strength and consistency in the past in responsibly managing our OPEX expenditure.  

7.5 Maintaining Operational Expenditure 
To ensure we are sustainably cost efficient in RIIO-ED2, we will take a proactive approach to managing our cost base 
 
• Maintain our strong contract management culture into RIIO-ED2 with a focus on extracting value from agreements with 

third parties. 
 
• Tender our agreements to ensure we are purchasing the best solutions at the lowest cost. 

 
• Benchmarking of contracts at renewals/tenders to ensure we are achieving good value for money. 

 
• Continue to extract the value of the cloud to minimise our IT&T Support overheads. 

 
• Implement Technology Business Management (TBM) to reflect the true cost of each service/business process. Use this 

to understand the TCO of IT&T and benchmark specific services against other organisations to understand ways to 
improve efficiency of our service.  

 
 

 

 
5 Subscription Services & Cloud and Licencing have been adjusted to a yearly average impact over the whole period, rather than the end of period difference that was 
reflected in RIIO-ED2 Trends. 
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For CAPEX, value for money doesn’t mean the cheapest – CAPEX investments are designed to deliver new products and 
services as well as drive improvements, supported and justified by robust business cases. Our investment plan is further 
informed by stakeholder input and feedback, as well as the need to refresh and maintain our current IT&T estate.   
 

8.1 Non-Op RIIO-ED1 Performance 
In RIIO-ED1 we accounted for Non-Operational IT&T expenditure within two tables: 

• C4 IT and Telecoms (Non-Op) – focused on our traditional IT&T investments 

• Atypicals – Stabilisation and optimisation of our SAP system  

Between both tables we are forecasting to spend an average of £29.42m (excluding £0.6m for cyber) per annum during RIIO-
ED1. 

We have spent more in CAPEX in RIIO-ED1 than we originally planned to. We did this consciously and by design. Digitalisation 
and technology investment offer opportunities to automate and streamline processes and as an organisation we use this 
flexibly to enable us to achieve desired outcomes elsewhere. Our additional investment has enabled us to deliver an overall 
outperformance against allowances at a UK Power Networks level. Our level of ambition remained throughout – technology 
has evolved rapidly and as a digital organisation we have taken advantage of this. We are increasing our ambition for RIIO-
ED2 to go further.  

 
Table 12: Net C4 costs in 2021 prices vs the allowance highlighting a forecasted overspend of 17% against the allowance. 

NET COSTS (C4) 
2021 Prices 2016 2017 2018 2019 2020 2021 2022 2023 RIIO-ED1 Total 

Allowance £m 12.76 26.04 17.53 17.55 16.79 14.34 12.07 10.28 127.37 

Spend £m 12.93 14.76 32.47 22.95 23.58 12.20 16.00 14.45 149.34 

Under/overspend £m 0.16 -11.28 14.94 5.39 6.80 -2.14 3.93 4.17 21.97 

Under/overspend % 1% -43% 85% 31% 40% -15% 33% 41% 17% 

 
We are forecasting to overspend the original allowance on C4 – this is without accounting for the £66.7m within Atypicals. This 
investment enabled savings elsewhere across UK Power Networks. 

8.2 How our plan compares to RIIO-ED1 (Non-Op) 
In RIIO-ED2 we will continue to deliver and build on our activities from RIIO-ED1 in digitalisation.  We will deliver a wider scope 
in response to customer, employee, regulatory, and environmental imperatives. For our RIIO-ED2 submission we have 
undertaken a pragmatic assessment of which investments are like-for-like with RIIO-ED1, enabling a comparison between the 
periods despite different demands and operating environment. 

Table 13 provides a view on how we compare our proposed RIIO-ED2 investment themes against RIIO-ED1 activities following 
the below principles: 

1. Like for like – The solution is a successor to existing solutions within the estate 

2. New - The requirement significantly increased and justified over the RIIO-ED1 requirement. 
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Table 13: Each proposed investment area and the comparison with RIIO-ED1, to determine our classification of ‘like-for-like’ 
or ‘new’. 

Investment Theme # Investment Name RIIO-ED1 Comparison 

A contemporary, 
resilient, secure, 

and stable IT 
environment 

1 Devices Programme 

All these activities are a continuation of RIIO-ED1 
delivery, to maintain ongoing resilience, maintaining 

compliance and keep our systems and devices in support 
and up to date. We have viewed this as a like-for-like 

with RIIO-ED1. 

2 Telecoms Programme 

3 Software Upgrades Programme 

4 Control System Programme  
(Excluded – CV11) 

5 Market-wide Half Hourly Settlement 
Project 

A modern, 
rationalised 
application 
architecture 

6 ERP Upgrade Project  
In RIIO-ED1 we completed our Business Transformation 
programme with transition to SAP ECC under Atypicals. 
These projects ensure ongoing resilience as the current 
version of SAP ECC reached formal end of life during 
RIIO-ED2. We view this a like-for-like with RIIO-ED1. 

7 SRM Upgrade Project 

8 CRM Upgrade Project 

9 Field Work Management Upgrade 
Project 

10 IT Standardisation Project 
New projects will be progressed to selectively move the 

non-SAP estate into support and more resilient platforms. 
We view this as like-for-like with RIIO-ED1 

A data capability 
that enables DSO 

and the wider 
energy system 

11 Modernising Energy Data Programme These requirements are new and above what we have 
delivered in RIIO-ED1. We view these as new activities. 

Enhanced Digital 
solutions and 

services 

12 Customer Facing Solutions 
Programme 

All these activities and projects are new, with digital 
outcomes and services in response to customer and 

stakeholder need. We have consistently delivered IT and 
business change across RIIO-ED1 and this is the natural 
progression. We have viewed this as a like-for-like with 

RIIO-ED1. 

13 Employees Programme 

14 Assets and Operations Programme 

 
 
On a like-for-like basis, we are forecasting a RIIO-ED2 yearly expenditure of £25.35m which is a reduction against forecast 
spend for RIIO-ED1. A decrease of 13.83%. 
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Figure 10: IT&T CAPEX Expenditure comparison between RIIO-ED1 and RIIO-ED2. We have spent in RIIO-ED1 across C4 
and Atypicals. In RIIO-ED2 we have broken out the like-for-like and new requirement expenditure. All numbers exclude 
Cyber and DSO requirements. 

 

We have classed Modernising Energy Data as a new requirement compared to RIIO-ED1. As laid out in the Appendix 17c: 
Data Best Practice Strategy, as we move from RIIO-ED1 into RIIO-ED2 we face a range of significant demands with respect 
to the provision and utilisation of data, driven by both internal and external factors.  First, the Energy Data Taskforce has 
established the need to increase open publication of energy system data.  Additionally, the creation of the DSO necessitates 
the ability to rapidly integrate, analyse and utilise significant volumes of varied data from a growing number of sources.  Finally, 
the general digitalisation of our organisation and the sector places greater emphasis on the need for reliable, accessible, and 
interoperable data to underpin efficient and effective business processes and services.  We have therefore viewed this as a 
separate, new requirement for RIIO-ED2. 

8.3 OP-CAPEX (CV11) RIIO-ED1 Performance and Comparison 
Our operational CAPEX (CV11) expenditure included in this plan makes up only small proportion of the overall CV11 
expenditure, and therefore we are not in a position to articulate the position against allowances. 

In RIIO-ED1 we spent a yearly average of £1.8m on Control Systems Hardware and Software across the three DNOs. In RIIO-
ED2 we will spend a yearly average of £2.0m, representing an increase of 11.1%.  

8.4 How we have built up our costs 
We have taken a bottom up approach to develop our costs. In the Project Definition and Justification Papers we go into detail 
on each investment, showing the steps we have taken to build up the specific costs. There are two major cost categories 
included in the estimates:  

• Implementation – These are the bottom up cost estimates relating to the effort required for project delivery. This is based 
on the estimated number of man-days required to deliver the project within the required timescales, and the associated 
day-rate for the types of resources utilised. This resource profile is based on the project scope and work breakdown 
structure and is profiled on a monthly basis. 

• Non-implementation – These estimates include ancillary costs such as hosting, licensing, and maintenance.  

Where applicable and possible, e.g. for hardware related expenditure, we have input or validated the estimates using 
quotations from vendors or historic costs. 

By building up costings from a bottom up basis, we understand we are at risk of being too optimistic on the effort it will take to 
implement. We have therefore analysed our risks on each project/programme and added a risk cost to the relevant 
implementation costs to account for the level of uncertainty and to maintain prudence in cost estimates.  
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8.5 Benchmarking 
We produced our plan in conjunction with KPMG and EY who informed on our delivery approach and provided assurance on 
the costs. In addition, we have asked for assurance from Gartner to provide greater depth, based on similar implementations 
in other organisations. The Gartner report is included as an appendix document and gives us further confidence the costs are 
within the expected range for the outcomes. 

Gartner conducted a review of 14 proposed investments to benchmark the costs. At a portfolio level, based on the review from 
Gartner our total expenditure is within the expected range of £132m to £195m. At £166.3m we are within the benchmark. 
Gartner have analysed our costs on a project level, and we are out of range for two investments: 
• SRM Upgrade: We are 3% higher than the Gartner High. Given the variety of Procure to Pay journeys and the high degree 

of variety in the Procurement Categories that UK Power Networks manages, this drives additional complexity into the 
project to upgrade the current SRM solution. This increased complexity gives rise to costs that are marginally higher than 
the benchmark provided by Gartner. 

• Market-wide Half Hourly Settlement: We are 2% lower than the Gartner Low. Given our experience delivering CSS and 
other regulatory change, we believe we can drive efficiencies within our delivery model to deliver leanly while achieving 
the outcomes. We will continue to evaluate the programme and the risks, as more design decisions are made by Ofgem 
and the wider industry. 

 
Table 14: Gartner benchmarking for each investment, with corresponding comparisons and analysis. 

 
We will discuss the specifics for each investment within the relevant Project Definition and Justification Paper. 
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8.6 RIIO-ED2 Expenditure 

In RIIO-ED2 we expect to see an increased expenditure in IT&T CAPEX as a result of new data and digitalisation demands 
with a total Non-OP expenditure of £156.3m. The CAPEX yearly average will increase from £29.42m to £31.25m – an increase 
of 6.2%.  

Excluding the Atypical expenditure, the increase is 48.2%, although given we are proposing to upgrade our SAP estate within 
the proposed funding, we do not believe this offers a fair comparison. 

We will have a total OP expenditure of £10.0m, with a yearly average of £2.0m, which is an increase of 11.1% vs RIIO-ED1. 
We believe this offers value for money as this in context of increased reliance on LV monitoring and new requirements to 
support DSO. 

Table 3 breaks down each investment against the yearly expenditure for RIIO-ED2 – this has been summarised in Table 15. 

 

Table 15: RIIO-ED2 C4 and CV11 Expenditure per year related to this plan. 

 2023/24 2024/25 2025/26 2026/27 2027/28 RIIO-ED2 
Total 

RIIO-ED2 
Yearly 

Average 
C4 - IT & Telecoms 
(Non-Operational) £50.27m £42.29m £25.41m £21.33m £16.94m £156.25m £31.25m 

CV11 – Operational IT & 
Telecoms £2.03m £1.77m £1.86m £2.19m £2.16m £10.00m £2.00m 

 
There is increased expenditure in the first two years of the period. This is being driven by three factors: 

 
• Upfront ERP Upgrade 

Given the length of time to upgrade our ERP system and the critical nature and dependencies on this core system of 
record we plan to begin work at the start of RIIO-ED2.  
 

• Market-wide Half Hourly Settlement (MHHS) 
As per the plan set out by Ofgem in April 2021, there is an expectation for us to support the delivery of MHHS through 
technical changes in 2023 and 2024 ahead of the 2025 deadline. The timeline set out results in increased expenditure in 
the first two years of the regulatory period. 
 

• Devices 
We refresh devices on a regular cycle. Based on our last refresh, many of our devices require a refresh in the first two 
years of the regulatory period giving rise to increased upfront expenditure. 
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The successful delivery of our investment plan will be achieved through the right combination of capabilities and approaches 
that are tailored to the specific needs of an investment, underpinned by common frameworks and methodologies that are 
proven to streamline delivery and focus on value. The figure below shows how the different facets work together in order to 
ensure successful project and investment portfolio delivery. 

Figure 11: How we will ensure successful delivery of the investment plan. 

 
 
The following sections go through each of these areas in more detail. 
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9.1 Methodology 
To deliver our RIIO-ED2 investments we need to embrace and expand our delivery capabilities with modern progressive 
methodologies. In the past we have focused on waterfall methods that tend to be for longer lifecycle delivery and more 
sequential in nature. To meet the needs of digitalisation to deliver outcomes at faster pace, we need have adopted Agile as 
an additional delivery method. These two delivery methods give rise to the term ‘bi-modal’ delivery. We started our journey to 
Bi-Modal in RIIO-ED1 and we will continue in RIIO-ED2, with an increased emphasis on Agile Delivery. 
 

Delivery Term What it means to UK Power Networks 

Waterfall 

Linear and sequential approach to project delivery, which is best suited to projects that 
have static, clear and well-defined outcomes and objectives. With well-defined sequence 
to the activities, this brings structure to projects to ensure that they deliver the outcomes 

to time, budget, and scope. 

Agile 

An incremental and iterative approach to delivering projects and maximising value 
delivered to the business, enabling us to deliver Minimum Viable Products (MVPs) 

quickly. Based on stakeholder feedback, or changing requirements, we can iterate the 
solution to deliver the desired outcome. Working in sprints, our team can deliver quickly 

and reduce our time to market. 

DevOps 

DevOps is complementary to Agile Software Delivery. DevOps brings together our 
Operations (Ops) and Development (Dev) functions that have been traditionally 
separated. This supports collaboration, design making, and time to market. The 

development team retain ownership of the outcome by providing ongoing support. 
 

This is a new function that is being established in the latter stages of RIIO-ED1, with 
traditional Operations and Delivery functions remaining for waterfall delivery.  

 
In RIIO-ED1, we have started our journey to DevOps forming a team of 7 skilled resources to cross collaborate between the 
Development and Operational teams. We have delivered projects using Agile methods with the team providing support to the 
solution post implementation. In RIIO-ED2 we aim to expand the DevOps team to a standalone function building a distinct 
DevOps capability of 20 skilled people.  
 
Figure 12: How we see the maturity of DevOps evolving through RIIO-ED1 and RIIO-ED2. 

 
 
Our Agile methodology and DevOps form part of a wider team we call our Digital Group 
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Case Study: Smart Connect – Using Agile DevOps to deliver faster to stakeholders 
We identified that we expect the number of LCTs to connect to our network to increase exponentially as we 
transition to Net Zero. Additional LCTs results in higher volumes of enquires to UK Power Networks to respond 
and approve connections – given that many of these requests are approved with no work required by UK 
Power Networks, we set up a DevOps team to deal with the challenge, and test how we can use Digital to 
avoid manual intervention (and hence higher costs to customers). 

We formed a multi-disciplinary DevOps team that worked in conjunction with business and external 
stakeholders to understand automation that could be put in place and used learnings to rapidly deploy a 
solution in weeks, rather than months.  

The solution built is not final, by standing up a team, we will continue to iterate and improve based on internal 
and external engagement. Our DevOps team who created the solution also support the solution ensuring that 
when issues happen, we have the right people available to fix.  

Agile DevOps provides a unique differentiator to UK Power Networks, and our ability to meet stakeholder 
needs rapidly.  

“My colleagues were impressed by the speed 
and usability of UKPN’s 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 July 2021 

2021 open letter consultation on the Incentive on 
Connections Engagement 

“Working with UKPN, the project has 
contributed to a number of improvements to 
the connection process of low carbon 
technologies. UKPN has released Smart 
Connect, which makes the connection 
process for low carbon technologies faster and 
more transparent.” 

Ofgem, Electric vehicles: Ofgem’s priorities for 
a green fair future Sep 21 
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9.2 Resourcing 
As we have throughout RIIO-ED1 we will continue to resource the projects using a hybrid delivery model, that blends our 
growing internal capabilities and capacity with external expertise and resources where specific skills are needed or UK Power 
Networks are constrained on capacity. 
 
We maintain UCR compliant framework contracts with third party suppliers for the provision of Systems Integration, Technical 
Consultancy and Business Advisory. These provide UK Power Networks with the right blend of technical and delivery support, 
including strategy and programme management, to meet our external resourcing needs. These framework contracts are let 
for up to four years and a re-tendered in a compliant procurement event (based on current utility procurement regulations at 
the time) within this period. 
 
We recognise that there is a need to retain some technology delivery skills and capacity in-house and will continue to employee 
Project Managers within Information Systems to manage the delivery of projects. As we have gone through RIIO-ED1 we have 
expanded our in-house technical development skillset and capacity, creating a more cost-effective way of delivering certain 
types of change. We have built up a Centre of Excellence, established an Analytics function and developed and invested in 
skills and knowledge on Microsoft Azure and Office 365. With increased digital and data related projects, the need to develop 
and retain Agile delivery skills has become paramount through Scrum Masters and employing resources who are experienced 
in Agile delivery techniques. These combined functions will form the nucleus of our Digital Group, and we will grow the 
capability and capacity of that team in order to satisfy the future demands of the proposed investments. 

9.2.1 Digital Group 
Founded in 2018 with the establishment of our in-house analytics team, we have added two further capabilities to this function: 
Data Engineering and DevOps. The alignment and coordination of these three teams is a key enabler of our continuing 
digitalisation journey and gives us the capability and capacity to ensure we can deliver our plans. 
 
• Analytics 

Building on early successes, in 2020 we established the ‘analytics centre of excellence’ across UK Power Networks with 
the purpose of upskilling the analytics talent within the wider business, bridging analytics silos, and giving individuals 
access to best practice knowledge. Since its introduction the Analytics team has worked to enhance our performance 
across Customer Services, Network Reliability and Connections bringing demonstrable value.  In addition, and with the 
outbreak of COVID-19 they provided assurance and insights ensuring that the business remained able to fulfil all 
commitments throughout.  

 
• Data Engineering 

Data and the provision of data to the business and to stakeholders is a key part of our Digitalisation Strategy, as well as 
being key to delivering the recommendations on the Energy Data Taskforce and Modernising Energy Data. UK Power 
Networks will need to build on existing capabilities and capacity to deliver data solutions and providing data to the point 
of need and to address and deliver specific use cases. Further information can be seen in Appendix 17c: Data best 
practice strategy. 

 
• DevOps 

Is designed to help unlock the value of technology with speed, security, and stability. This team operate as a collaboration 
engine for business owners, developers and IT operations combining agile delivery with a stable service consideration. 
 

Figure 13: The 3 components of the Digital Group. 
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9.2.2 Our journey to build DevOps – Fostering Digital Skills 
We will be expanding our team from 7 to 20 permanent resources to deliver our RIIO-ED2 investment plan. We plan to build 
this team using existing staff by giving the tools to our people to upskill. We recognise that we are not alone in searching for 
Digital skills with an upcoming Digital Skills crunch in the UK. That’s why we intend to build this capability in house using the 
people we already have at UK Power Networks.  
 
Ensuring our DevOps team is appropriately skilled and keeping abreast of new technologies is important. Building skills isn’t 
as simple as sending on a one-time course – we need to embed a culture of continuous learning and development. We have 
invested in a leading digital training platform ‘Pluralsight’ which offers online in-depth training courses to build digital and 
technical skills that we require our DevOps team to possess. A DevOps engineer will be able to explore different technologies 
and concepts during dedicated ‘learning time’. We will exploit the capabilities of Pluralsight for our team to test their skills in a 
sandbox environment and measure their capabilities to better assign them to projects. On the job training will be used to 
support with practical experience.  
 
We want to grow our capability through a DevOps apprentice scheme. We will identify motivated young people interested in 
technology and using a structured learning programme, upskill them into DevOps Engineers. The apprentices will enable us 
to grow talent and build a motivated, skilled, and qualified DevOps function. 
 
Beyond our permanent team, we will augment our capability during peak demand with temporary resources that will be 
embedded within the team. These augmented resources will bring new skills that we will cross-pollinate with our permanent 
staff to enable them to take over support and development when the resource leaves. We recognise the digital skills gap in 
our existing supply chain, so we will launch a ‘Digital Partners’ framework to identify and partner with organisations who have 
the right technical expertise across DevOps, Data Engineers, Analytics and Cyber Security. 
 

 

  

Case Study: Open Data Portal – Example Success of cross disciplinary Digital Skills 

Smart Grid development and the increasing complexity of the energy network ecosystem necessitates the 
exchange of data between disparate stakeholders and systems.  Network Operators face the challenge of meeting 
the demand to openly publish data about their network and assets. 

To meet the changing demands from our stakeholders we needed to work outside the traditional confines of “IT” 
and build a cross sectional digital capability from across our business, including IT, Data, Asset Management and 
Operations. We mobilisied a multi-disciplinary team to identify the highest demands through sustained stakeholder 
engagement and participation. 

That has resulted in the publication of 29 datasets on an industry leading open data platform, that provides 
unparalleled discovery and analytical services whilst fulfilling the baseline requirement of delivering highly 
accessible, reliable, and interoperable asset and network data, receiving universally positive stakeholder feedback. 

Without the cross disciplinary team, we would have struggled to deliver to the same results, demonstrating how 
essential Digital Skills are to embed across our organisation, and how initial successes are yielding results in RIIO-
ED1. 



42 | RIIO-ED2 Business Plan 2023 – 2028  

9.2.3 Delivery Governance 
We govern the investments that we make through a governance model that is formed of three key elements: 

1 Portfolio & Investment Governance 

2 Technical & Procurement Governance 

3 Project/Programme & Product Governance 

We execute a multi-level governance model to ensure that our investments deliver on time, on cost and to the defined scope. 
Our governance structure is designed to work with Waterfall and Agile investments.  

 
Figure 14: The two-level governance approach with the key elements of governance within each level.  

 
 
Each element of our governance drives a distinct outcome: 

• Executive Management Team 
Ratification and approval on all IT&T spend and initiatives. 

• Technology Procurement Authority 
Focuses on the approach and process required to source and procure the right tools/systems to meet customer 
requirements. Maintain our ‘Digital Partners Framework’ to ensure we have the right support to deliver investments. 

• Technology Design Authority  
Sets and ensures adherence to technical architecture policies and standards in alignment with technology and business 
strategy. This governance ensures we make the right design decisions. 

• Investment Governance Authority 
Monitors the progress of the investments. Provides Gate approval for expenditure through our investment governance 
framework. We do not approve all expenditure at once. We approve expenditure through a gated process. This ensures 
that projects are delivering within their approved budgets and enable early management intervention as required. To 
ensure we monitor the achievement of benefits post-delivery. 

• Portfolio Management 
Governs full portfolio of programmes and initiatives across the organisation with ownership of programme dependencies 
to avoid conflicts  

• Programme Management Boards 
Monitor the progress of delivery against plan and provide management intervention if required. Ensure the appropriate 
management of risks and dependencies. Measure our project delivery with CPI (Cost Performance Indicator) and SPI 
(Schedule Performance Indicator) to quickly highlight areas of emerging concern. 
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• Product Management Boards 
Ensures higher speed, agile projects are tracking to cost, time and quality including review of programme status, finances, 
scope, resources, and plan 

 
Our delivery governance is built from a UK Power Networks toolset which provides the tools, templates, and guidance to 
ensure we have a consistent project management approach across all our IT&T deliverables.  

9.2.4 Benefit Realisation 
The way in which the investments’ performance is managed and how benefits are to be realised is crucial to their ultimate 
success. digitalisation is an enabler to benefits being realised in the business; as such, we need to work closely with the 
business to realise and track benefits. 

From the outset, our approach is based on clear ownership and acceptance of the anticipated benefits by the impacted 
business area(s). This will be established via ongoing discussions with business units and will be consolidated and agreed via 
benefit framework documents. These will set out the benefits that each is expected to generate and assign an owner from the 
business unit, and a liaison point within IT so that the areas can remain aligned. These framework documents will act as a 
reference point for the tracking and realisation of benefits once projects are complete and new ways of working are established. 
They will also act as a reference point for post-project reviews. 

In summary, the approach for cash-releasing benefits is expected to be as follows: 

• Step 1: Benefits frameworks established and agreed with the business areas and with Finance, which clearly articulates 
the anticipated cash releasing benefits of relevant IT&T investments. 

• Step 2: Review of benefits framework post project delivery during regular dialogue with business areas. As part of those 
reviews, any benefits realised will be identified and signed off by the business area. Benefits not being realised will be 
identified and action taken to support those benefits to be realised. The timing of these reviews is to be determined but is 
expected to take place at least annually and will form part of annual reviews of the Digitalisation Strategy. 

• Step 3: Joint review of benefits framework between IT, business areas and Finance to identify the cash releasing benefits 
that have been generated and compare to those identified in the benefits framework. 

The approach for other non-cash-releasing benefits will be as above but will not need to include Step 3. 
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9.3 Reducing the IT Carbon Footprint 
Alongside the projects we are delivering that will support the transition to Net Zero, we want to look internally to demonstrate 
how we are reducing the carbon footprint for our IT services. We have six initiatives that support the overall company 
objectives. 

• Providing Remote IT Support 
At present, we have local site support engineers that travel between our sites to fix issues that users have. We intend to 
reduce the amount of travel by further moving to a remote IT support model. We will achieve this by having an improved 
operating system (Windows 10/Windows 11) that is well engineered reducing the number of software issues requiring a 
hardware resolution. In addition, we will invest in newer hardware that reduces the failure rate. Where we do get failures, 
we will rely on a network of secure cabinets at sites for trading broken machines with refurbished. These will reduce the 
frequency of site visits down to a weekly restock. 
 

• Enabling Flexible Working 
We will provide collaboration tools to enable out staff (alongside the wider organisation) to work remotely and be required 
to travel to sites less frequently.  
 

• Reduce Printing 
A specific area we want to drive is a reduction on printing across UK Power Networks. There is an environmental impact 
of the production of paper and ink and high energy requirements to print documents, and therefore we want to transition 
printing less where possible. As a network business, there will always be an element of printing through network diagrams, 
but where possible we want to drive our people to using technology instead. 
 

• More Efficient Devices 
We will provide more efficient devices that use less power. As our workforce requires increased processing capability to 
deal with the increasing challenges in RIIO-ED2, we want to ensure that it doesn’t result in increasing electricity 
consumption by prioritising energy efficiency as a key requirement in the purchasing of all devices. 
 

• Responsible Disposal 
We will ensure responsible disposal at the end of life of all IT equipment to avoid landfill and encourage recycling/reuse. 
The life of the asset doesn’t need to just be the initial term, and we need to be responsible and ensure we dispose in a 
safe and sustainable way. 
 

• Supply Chain 
We will place the same demands on our IT supply chain as ourselves to ensure that our ambition for Net Zero is shared 
and acted upon throughout our service.  
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The benefits that have been identified for each of our proposed investments include financial and non-financial benefits. A 
number of our investments are considered non-discretionary, for reasons that are laid out in each Project Definition and 
Investment Justification Paper, however that does not mean there are no tangible benefits. We have articulated all of the 
benefits that each investment will deliver, ensuring that each project represents value for money for customers and 
stakeholders. We have used the principles below to support the capture and documentation of the benefits for each investment. 
 
Annex 1.1 Principles 
We have taken a robust approach to identify and validate the benefits associated with the investments for the following 
reasons: 

• Benefits must be achievable. Minor time or efficiency savings that will not result in either removal of costs, or reallocation 
of resource are deemed not achievable benefits, and therefore we have not included.  

 
• Quantification of Risk. Our do-nothing option (Option 1) will lead to decreased system stability and result in employees 

with underperforming technology impacting their ability to efficiently undertake their respective roles. We have taken an 
approach to quantify the risk based on incidents from RIIO-ED1, and the impact on business support costs as a result of 
not making the required investments. 

 
• Phasing of Benefits. Modelling the benefits profile with a phased increase across 3 years post the project being 

implemented. This is to ensure that the timelines of achievement are realistic and therefore achievable. 
 

Based on this, we have a high degree of confidence on the achievement of benefits presented. 
 
Annex 1.2 Consultation on defining benefits 
We introduced a robust assessment process, with input from multiple organisations and stakeholders, to ensure we have a 
fair and achievable benefits profile for each of the investments. 

• Vendor defined benefits: We approached external vendors to understand the typical benefits that have been achieved 
from other organisations based on similar implementations.  

 
• Engagement with Consultancies: We wanted to produce a baseline of expected benefits. We worked with EY, KPMG, 

AgiltyWorks, Baringa, and Gartner for a baseline of what other organisations have seen, and to stress test the benefit 
profiles defined by the software vendors (1). We used this to document the calculation, assumptions, and narrative behind 
each benefit. This provided a more realistic and tailored benefit profile to our organisation.  

 
• Understanding our organisation: We validated the insight gained on benefits against our own organisation to ensure 

we can achieve them. We began by understanding how the high-level benefits would align to key capabilities across UK 
Power Networks. We then tested the assumptions behind these benefits to provide confidence in their achievement.  

 
• Alignment within broader business plans: We worked with internal stakeholders to ensure that the benefits identified 

are aligned within the broader business plan, and cost savings from digital. 
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Table 16: Benefits for each investment. Further detail and explanation of the specific quantified and non-quantified benefits 
are available in the relevant Project Definition and Justification Paper for each investment. This is for information only, as 
any decisions should be made based on the options presented in Section 6 due to dependencies between investments.  

Investment 
Theme # Investment 

Name 

RIIO-ED2 
CAPEX 

Expenditure 
(£m) 

NPV – 
10 

years 
(£m) 

NPV – 
20 

years 
(£m) 

NPV – 
30 

years 
(£m) 

NPV - 
45 

years 
(£m) 

Top Non-Quantified Benefits 

A 
contemporary, 

resilient, 
secure, and 

stable IT 
environment 

1 Devices 
Programme 

48.33 

3.12 11.95 15.95 19.18 

• Mitigation of operational and 
cyber risk 

• Improved employee 
experience  

2 Telecoms 
Programme 

20.46 46.73 59.39 69.50 

• Enhanced Network 
Monitoring 

• Improved employee 
experience  

• Avoid Digital Exclusion 
• Mitigation of cyber risk 

3 
Software 
Upgrades 

Programme 
2.34 6.47 8.41 9.96 

• Maintain Software Currency 
• Reduce business downtime 

from failures 
• Avoid increased support 

costs 

4 Control Systems 
Programme 

(0.70) 0.26 0.64 0.96 
• Maintain our control system 

environment 
• Mitigation of cyber risk 

5 

Market-wide 
Half Hourly 
Settlement 

Project 

(4.01) (5.31) (6.08) (6.67) 

• Meet regulatory requirement 
and support EV strategy / 
transition to Net Zero 

A modern, 
rationalised 
application 
architecture 

6 ERP Upgrade 
Project 

66.37 

(4.48) 4.32 8.13 11.28 
• Business Resilience 
• Enabling Digitalisation and 

DSO 

7 SRM Upgrade 
Project 

8.04 16.89 20.92 24.13 
• Business Resilience 
• Increased commercial 

capability 

8 CRM Upgrade 
Project 

3.92 11.75 15.37 18.28 
• Business Resilience 
• Ability to deliver enhanced 

services for customers 

9 
Field Work 

Management  
Upgrade Project 

9.32 22.32 28.52 33.49 
• Business Resilience 
• Enable further digitalisation 

10 
IT 

Standardisation 
Project 

(1.49) 1.29 2.40 3.31 
• Business Resilience 
• Reduced CAPEX 
• Increased business agility 

A data 
capability that 
enables DSO 
and the wider 

energy 
system 

11 
Modernising 
Energy Data 
Programme 

29.49 46.92 122.50 158.26 186.92 

• Meet EDTF requirements 
• Enable DSO 

Enhanced 
Digital 

solutions and 
services 

12 

Customer 
Facing 

Solutions 
Programme 

7.24 6.19 10.41 12.70 14.50 

• Meet customer expectations 
of digital experiences 

13 Employees 
Programme 

2.61 3.82 9.77 12.58 14.83 

• Meet employee expectations 
of digital experiences 

• Deliver work safer on network 
• Remove manual work 

14 
Assets and 
Operations 
Programme 

12.20 0.11 6.54 9.29 11.53 
• Better management of Assets 

and Network 



47 | RIIO-ED2 Business Plan 2023 – 2028  

 
We have taken an approach based on complexity, cost, and time to determine the best approach for delivery for each 
investment. Agile is best suited to our ‘Enhanced Digital solutions and services’ theme where we want to rapidly respond and 
deliver based on feedback and to meet stakeholder needs, waterfall is more applicable for the delivery of complex 
programmes. For each investment we have taken a view on which model is optimum for delivery.  
 
Table 17: Each investment with the chosen delivery model and justification. 

Investment 
Theme # Investment Name Delivery Model Justification 

A contemporary, 
resilient, secure, 

and stable IT 
environment 

1 Devices Programme Waterfall 

• Linear based delivery, traditional delivery methods 
(one device at a time, one site upgraded at a time), 
therefore not suited to Agile 

2 Telecoms Programme Waterfall 

3 Software Upgrades 
Programme Waterfall 

4 Control Systems 
Programme Waterfall 

5 Market-wide Half Hourly 
Settlement Project Waterfall 

Resilience Projects 
A modern, 

rationalised 
application 
architecture 

6 ERP Upgrade Project  Waterfall 

• Large set of requirements/scope with high budget to 
deliver 

• High degree of data integration complexity across 
technical estate 

• High degree of business criticality across multiple user 
groups 

• Long delivery timescale (>1 year) 

7 SRM Upgrade Project Waterfall 

8 CRM Upgrade Project Waterfall 

9 Field Work Management 
Upgrade Project Waterfall 

10 IT Standardisation Project Agile 

• These are tactical projects supporting the move to 
cloud technology 

• We will be delivering an iterative approach to deliver a 
minimum viable product (MVP) 

• They have fixed budgets as independent projects but 
are being costed and scoped as a larger portfolio of 
work to leverage economies. 

A data capability 
that enables DSO 

and the wider 
energy system 

11 Modernising Energy Data 
Programme Waterfall 

• Large set of requirements/scope with budget to deliver 
• High degree of data integration and complexity across 

technical estate 
• High degree of business criticality across multiple user 

groups 
• Long delivery timescale (>1 year) 

Enhanced Digital 
solutions and 

services 

12 Customer Facing 
Solutions Programme Agile • These are projects which can in the main be led by the 

business units who want to deliver them with moderate 
enterprise governance 

• They require moderate levels of technical integration 
across technical architectures. 

• They require moderate levels of business integration 
which can be achieved through agile working groups 

• They have fixed budgets as independent projects but 
are being costed and scoped as a larger programme 
of work to leverage economies. 

13 Employees Programme Agile 

14 Assets and Operations 
Programme Agile 
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Each of our investments is aligned to the overall UK Power Networks business plan. We have aligned each investment to 
demonstrate how they directly support our objectives, with further detail in Project Definition and Justification Papers. 
 

Table 18: Alignment of our projects/programmes with our: Keys to Success, RIIO-ED2 Business Plan Commitments and 
Stakeholder Feedback. 

# Investment Name 
Investment Alignment 

Keys to Success 
Alignment 

Business Plan 
Commitment(s) 

Stakeholder 
Feedback 

1 Devices Programme 1,2,3,4,5,6,7 
C1 

WR1 
OR1 

I-R1 
I-R2 

I-DD1 
I-DD5 

2 Telecoms Programme 1,2,3,4,5,6 
C1 

WR1 
OR1 

I-R1 
I-R2 

I-DD1 
I-DD5 

3 Software Upgrades Programme 1,2,3,4,5,6 

MC1,2 
DBP1 
CS1,3 
WR1 
WS9 

I-R1 
I-R2 

I-DD1 
I-DD5 

4 Control Systems Programme 1,2,3 
NR1,2,3 
DSO5 

C1 

I-R1 
I-R2 

I-DSO/WS12 
I-DSO/WS15 
I-DSO/WS17 
I-DSO/WS18 

I-FNZ11 
5 Market-wide Half Hourly Settlement Project 1,2,4,7 - Licence Condition 

6 ERP Upgrade Project 1,3,4,6 

C1 
CS1 
WR1 
DBP1 
MC3 

I-R1 
I-R2 

I-DD5 

7 Supplier Relationship Management (SRM) 
Upgrade Project 1,3,4,6 

DSO3 
C1 

WR1 

I-R1 
I-R2 

I-DD5 
I-DSO/WS19 

8 Customer Relationship Management (CRM) 
Upgrade Project 1,4,6 

CS1,3,4,5,6 
VS1,2,4 
MC1,3 

I-R1 
I-R2 

I-DD1 
I-DD5 

9 Field Work Management Upgrade Project 1,3,4,6 

NR1 
WR1 
S1  

CS1 

I-R1 
I-R2 

I-DD5 

10 IT Standardisation Project 1,2,4 
C1 

WR1 
OR1 

I-R1 
I-R2 

I-DD5 

11 Modernising Energy Data 1,2,3,4,5,6,7 

DBP1 
DSO5,7,8 

AR1,2 
C1 

CS3,6 
MC1,2,3 

NR6 
VS3,4 
WR3 

WS2,3,6,8 

I-DD3 
I-DD4 

I-DSO/WS15 

12 Customer Facing Solutions Programme 1,2,4,6 

CS1,3 
VS1,2,4 
MC1,3 
WR1 

I-DD1 
I-DD2 
I-DD4 
I-DD5 
I-CS3 

13 Employees Programme 1,3,4,6 WR1,3 
S1 

I-DD5 
I-WFR1 
I-WFR3 

14 Assets and Operations Programme 1,2,3,4,6 

NR1,2,3,4 
AR1,2 

S1 
WR1 

I-DD5 
I-R1 
I-R2 
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