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The purpose of this appendix is to: 

• Outline the key topics explored when developing our Social Contract with customers and stakeholders, 

• Provide further detail on how we are changing our executive management incentives schemes to align with our social 
contract, 

• Provide an overview of how each of RIIO-ED2 commitment links to our Social Contract principles. 

Our Social Contract has been extensively informed by direct stakeholder and customer engagement, including our CEO 
panel1. We explored the concept of a Social Contract with over 700 domestic customers across our licence areas via 
deliberative focus groups and a quantitative online survey. We explored areas including what makes a company trusted, the 
importance of a social contract, the commitments a social contract should contain and how to measure and communicate 
performance against the contract. The areas explored in this research included: 

• What makes a company trusted? Our customers explained that a key reason to trust a company was based on good 
personal experience, for example companies solving problems, being contactable and providing consistency across all 
aspects of service. This reinforces the hierarchy of needs underpinning our core customer research programme.  

• Is a Social Contract needed to be trusted? Amongst our customers, there was a limited understanding of what a 
Social Contract was. This outcome was also reflected in other stakeholder feedback where customers initially rated it as 
low priority. However, once we explored in greater depth what a ‘Social Contract’ means through the deliberative 
engagement, we found that customers , were supportive the majority of customers agreed that of UK Power Networks 
should implementing one due to the natural monopoly nature of our the business. Deliberative engagement is not 
statistically robust but we learnt that the types of social purpose commitments being considered are important to 
customers.  

• What commitments should the Social Contract contain? We asked the participants to suggest potential areas they 
thought should be covered in a Social Contract. The unprompted principles were environmental considerations, 
treatment of employees, promises related to customer service levels, improving infrastructure, giving back to the 
community and helping vulnerable customers, because a reliable electricity supply is a basic human need. The 
customers were asked to rank proposed Social Contract principles in order of importance, with the result below. 

Table 1: Customer ranking of our Social Contract principles  

Order of 
importance Principle 

1 Collaborating with trusted organisations to support our vulnerable customers. 
2 Be transparent in our governance approach and reporting of our performance. 
3 Happy, healthy, and satisfied employees. 
4 Deliver industry leading environmental performance. 
5 Understand and deliver what delights our customers at a fair price. 
6 Work with our customers, communities and stakeholders to help them deliver positive change. 
7 Enable our stakeholders and customers to shape our plans and hold us to account. 

• How should performance against the Social Contract Commitments be measured and communicated? – The 
participants reinforced the importance of annual, transparent reporting against the performance commitments. The 
consensus view was that the existing UK Power Networks Annual Review document would be a suitable vehicle but that 
to make it even more accessible we should explore how we could make it more visible through social media channels. 

A key principle of the UK Corporate Governance Code is that: 

 

1 A group of senior individuals from industry, NGOs and charities that provide advice to UK Power Networks, they meet twice 
per year.  
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“Remuneration policies and practices should be designed to support strategy and promote long-term sustainable success.  
Executive remuneration should be aligned to company purpose and values and be clearly linked to the delivery of the 
company’s long-term strategy.” 

Our executive remuneration policy has always been linked to the key priorities of our customers which underpin our Vision 
and Values.  The current UK Power Networks executive short-term incentive plan is focused on delivering on our customers’ 
four key priorities: safety, customer service, reliability, and cost, with additional performance-linked metrics on employee 
engagement.  

According to our RIIO-ED2 stakeholder research, customers still highly value the current four key priorities. In addition, the 
research has also highlighted that customers place a high value on our sustainability performance.  In our best practice 
research, we identified that a number of leading non-utility companies have embedded quantitative sustainability metrics into 
their remuneration policies.  Taking the latter into account, we are proposing to amend our current executive short-term 
incentive plan to specifically include a sustainability measure which will be a composite metric comprising a balanced set of 
environmental commitments including carbon, oil, SF6 and other factors. The table below details the structure of our current 
executive short-term incentive plan structure and how we are proposing to amend it for RIIO-ED2. 

Table 2: Our current short-term executive incentive plan structure and how we propose to change it 

Metric RIIO-ED1 incentive plan weightings RIIO-ED2 incentive plan weightings 
Earnings (EBIT) 20% 20% 
Shareholder distributions 20% 20% 
Reliability 20% 10% 
Customer Satisfaction 10% 10% 
Environmental performance - 10% 
Employee Engagement 5% 5% 
Personal targets 25% 25% 
Total 100% 100% 

Safety Bonus is reduced by 25% if safety target is 
not met 

Bonus is reduced by 25% if safety target is 
not met 

 

A further element of the UK Corporate Governance Code is that executive remuneration should be linked to long term 
performance.  To align with this, we propose to include the following metrics in our executive long term incentive plan: 

• The delivery of our RIIO-ED2 network health index targets; and 

• A customer satisfaction measure specifically focused on customers’ experience of connecting to zero carbon 
technologies e.g. electric vehicles. 

We believe the former is the best long-term measure of the resilience of the network. UK Power Networks’ performance 
against this metric is already externally audited in RIIO-ED1 and we propose that this would continue into RIIO-ED2.  With 
respect to the second proposed metric it ensures that the electricity network is an enabler of the Net Zero transition. The 
level of satisfaction of these customers would be measured independently using the same survey methodology that is 
currently being used to assess overall RIIO-ED1 Customer Satisfaction. The table below details the structure of our current 
executive long-term incentive plan and how we are proposing to amend it for RIIO-ED2. 

Table 3: Our current long-term incentive plan (LTIP) structure for executive management and how we propose to change it 

Metric RIIO-ED1 incentive 
plan weightings 

RIIO-ED2 incentive 
plan weightings 

Profit After Tax 40% 25% 
Shareholder distributions 20% 25% 
Operating cashflow 40% - 
Network health index - 25% 
Customer Satisfaction (combination of the Ofgem Customer Satisfaction 
Score and Connections Customer Survey Feedback) - 25% 

Total 100% 100% 

A key element of our social contract customer feedback was that it was important that we showed how we are delivering 
against all of the social contract principles.  We will deliver against each of our social contract principles by delivering on the 
related RIIO-ED2 commitments.  The table below demonstrates how each of the RIIO-ED2 commitments maps into the 
social contract principles. 
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Number Business Plan 
section Commitment Social Contract Principles 

SC1 Social Contract 

We will establish the UK Power Networks Foundation 
fund to support those most in need in the 
communities we serve. We will contribute up to £4m 
(approximately 1% of profit after tax) to the fund each 
year during ED2. 

Work with our customers, 
stakeholders and supply 
chain to deliver positive 
change in the communities 
we serve 

SC2 Social Contract 

We will enhance our Annual Review for greater 
transparency by publishing our performance against 
our Environmental, Social and Governance 
commitments every year during RIIO-ED2. 

Be transparent in our 
governance approach and 
reporting of our 
performance. 

OE1 Giving customers 
a stronger voice 

We will run a comprehensive annual ongoing 
engagement programme to obtain meaningful 
insights to help improve our activities and decisions. 
We will consult stakeholders, such as our CEO panel 
and Stakeholder Councils in the development of our 
annual plan and importantly provide opportunities for 
them to proactively raise issues for discussion. 

Be transparent in our 
governance approach and 
reporting of our 
performance. 

OE2 Giving customers 
a stronger voice 

We will collate, store and disseminate insights from 
our ongoing engagement programme to drive more 
informed actions both internally with our staff, from 
Board level down, and supply chain partners, as well 
as externally with stakeholders, regulators and policy 
makers. We will have measurement and reporting 
systems in place enabling us to track business 
changes attributable to ongoing engagement. 

Be transparent in our 
governance approach and 
reporting of our 
performance. 

OE3 Giving customers 
a stronger voice 

We will create a dedicated core team of engagement 
and research specialists with the skills required to 
develop and maintain a comprehensive ongoing 
engagement programme. 

Enable our stakeholders and 
customers to shape our 
plans and hold us to 
account. 

OE4 Giving customers 
a stronger voice 

We will report annually on the outcomes of our 
ongoing engagement programme, communicating 
publicly how it has influenced our actions and 
decisions. 

Be transparent in our 
governance approach and 
reporting of our 
performance. 

CS1 Customer Service 

We will maintain our position as the number one 
service provider amongst our peers over the RIIO-
ED2 period. We will aim to be the #1 DNO Group as 
measured by customer satisfaction, or to achieve at 
least a 93% score on average across our networks in 
each year of ED2, whichever is higher.  

Understand and meet our 
customers’ needs at an 
affordable price 

CS2 Customer Service 

We will benchmark ourselves against the UK 
Customer Satisfaction Index, demonstrating we are 
providing an excellent customer experience 
compared to the best companies across the country. 
We will target to be in the upper quartile of service 
providers by the end of the RIIO-ED2 period. 
**NEW** 

Understand and meet our 
customers’ needs at an 
affordable price 

CS3 Customer Service 

We will provide customers communication through 
the channel of their choice for all services at least 
90% of the time over RIIO-ED2, offering choice and 
convenience. We will capture customers’ preferred 
language and use this in our contacts with them over 
RIIO-ED2. **NEW** 

Understand and meet our 
customers’ needs at an 
affordable price 

CS4 Customer Service 

We will resolve customer complaints quickly and to 
customers’ satisfaction, improving against our RIIO-
ED1 baseline performance in each year of RIIO-ED2. 
We will target 89% 1st day resolution and 99% 31-
day resolution (vs 77% 1st day and 96% 31-day 
average achieved in RIIO-ED1).  

Understand and meet our 
customers’ needs at an 
affordable price 

CS5 Customer Service 

We will reduce the overall volume of complaints by 
getting it right first time, maintaining our position as 
the least complained about DNO as measured by 
complaints per 100,000 customers in each year of 
RIIO-ED2. We will target 55 complaints per 100,000 
customers (vs 99 average achieved in RIIO-ED1).  

Understand and meet our 
customers’ needs at an 
affordable price 
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Number Business Plan 
section Commitment Social Contract Principles 

CS6 Customer Service 

Where we owe our customers compensation under 
the Guaranteed Standards, we will pay them directly 
through the method of their choice, including directly 
to their bank account or working with suppliers to 
credit their energy bill. We will target a 90% digital 
payment rate by the end of RIIO-ED2. **NEW** 

Understand and meet our 
customers’ needs at an 
affordable price 

CS7 Customer Service 

We will improve our services through RIIO-ED2 
based on a better understanding of our customers in 
vulnerable circumstances and from our low carbon 
and small business customers. We will target to be 
the #1 DNO Group as measured by customer 
satisfaction, or to achieve at least a 93% score on 
average across our networks in each year of RIIO-
ED2 by measuring and reporting on these specific 
customer segments. **NEW** 

Work with our customers, 
stakeholders and supply 
chain to deliver positive 
change in the communities 
we serve  

VS1 Vulnerability 
Strategy 

We will continue to improve satisfaction of our PSR 
registered customers over our RIIO-ED1 baseline. 
We will target to be the #1 DNO Group as measured 
by PSR customer satisfaction or at least delivering 
93% scores on average across our networks in each 
year of ED2 (vs. 91.5% average achieved in RIIO-
ED1) - whichever is higher. 

Understand and meet our 
customers’ needs at an 
affordable price 

VS2 Vulnerability 
Strategy 

We will expand the scope and reach of our Priority 
Services Register, delivering an overall 30% increase 
in registrations from the end of RIIO-ED1 in those 
categories that are most impacted by our service by 
the end of RIIO-ED2. We will target 3m households 
and 600,000 businesses registered. 

Understand and meet our 
customers’ needs at an 
affordable price 

VS3 Vulnerability 
Strategy 

We will keep our Priority Services Register (PSR) 
data up to date to maintain the relevance of our 
service, ensuring that we contact customers to 
update their PSR data and refresh our understanding 
of their needs every 18 months. In addition, we will 
conduct proactive data quality checks on 100% of our 
PSR records every 12 months throughout RIIO-ED2. 

Understand and meet our 
customers’ needs at an 
affordable price 

VS4 Vulnerability 
Strategy 

Our customers will only need to register to a Priority 
Services Register once. We will develop automated 
data links by 2024 (at the latest) with other utility 
companies so that customers will automatically 
receive enhanced service from us and other 
organisations providing essential service. **NEW** 

Collaborate with trusted 
organisations to support our 
vulnerable customers  

VS5 Vulnerability 
Strategy 

We will help all medically dependent PSR customers 
realise the benefits of having a smart meter by 
sharing targeted advice every two years throughout 
RIIO-ED2. For example, we will utilise smart meters 
to establish new arrangements so that carers are 
automatically notified when a power cut occurs by 
2024. **NEW** 

Collaborate with trusted 
organisations to support our 
vulnerable customers  

VS6 Vulnerability 
Strategy 

We will offer increased support for our medically 
dependent PSR customers by dispatching battery 
banks to customers who are at risk of being without 
power for more than 4 hours between 2024 and 2028. 
**NEW** 

Understand and meet our 
customers’ needs at an 
affordable price 

VS7 Vulnerability 
Strategy 

In collaboration with regional partners we aim to 
provide targeted support to a total of 500,000 fuel 
poor customers over RIIO-ED2, investing £18m to 
support over 200,000 directly and 300,000 through 
partnership programmes, delivering £67m of benefits 
by 2028. Additionally, we will provide fuel poverty 
information to 800,000 customers each year, working 
with trusted partners. 

Collaborate with trusted 
organisations to support our 
vulnerable customers  
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Number Business Plan 
section Commitment Social Contract Principles 

VS8 Vulnerability 
Strategy 

We will provide information and help to 500,000 
vulnerable customers over RIIO-ED2 to ensure no 
one is left behind in the changing energy system, at 
no cost to customers. As part of this, we will also co-
fund grants towards the installation of low carbon 
technology systems via the UK Power Networks 
foundation. **NEW** 

Work with our customers, 
stakeholders and supply 
chain to deliver positive 
change in the communities 
we serve 

VS9 Vulnerability 
Strategy 

We will establish an annual cycle of research and 
engagement, to shape our vulnerability plans as our 
understanding in this area develops and the priorities 
of our customers change. We will use this to inform 
the publication of an updated RIIO-ED2 Vulnerability 
strategy in 2025 and 2027. 

Enable our stakeholders and 
customers to shape our 
plans and hold us to account 

VS10 Vulnerability 
Strategy 

We will deliver industry leading innovations to 
improve support to disadvantaged and vulnerable 
customers, ringfencing £5m of our Network 
Innovation Allowance (NIA) investment over the RIIO-
ED2 period to focus in these areas. 

Work with our customers, 
stakeholders and supply 
chain to deliver positive 
change in the communities 
we serve  

VS11 Vulnerability 
Strategy 

We will collaborate with other organisations to ensure 
at least 50% of our vulnerability innovation initiatives 
in RIIO-ED2 are delivered in partnership with other 
utilities and will attract £750,000 funding from these 
partnerships across the period. 

Work with our customers, 
stakeholders and supply 
chain to deliver positive 
change in the communities 
we serve  

MC1 Connections 
Strategy  

We will continue to address our Major Connections 
customers’ needs by providing sector-leading 
customer satisfaction. We will aim to be the #1 DNO 
Group as measured by customer satisfaction, or to 
achieve at least a 90% score on average across our 
networks in each year of ED2 (vs 88.6% average 
achieved in RIIO-ED1) – whichever is higher. 

Understand and meet our 
customers’ needs at an 
affordable price 

MC2 Connections 
Strategy  

We will provide connection customers with easy 
access to digitised information (on the capacity and 
location of our network assets), to facilitate self-
service by the end of RIIO-ED2. We will publish heat 
maps for both generation and demand over the same 
timeframe. **NEW** 

Build and maintain trusted 
relationships with all our 
stakeholders by holding 
ourselves to account for 
everything we do  

MC3 Connections 
Strategy  

Through continuous engagement, we will drive 
service improvements and the development of new 
connections products and services. We will measure 
our performance through a range of surveys on our 
connections services (including our Connections 
Engagement Satisfaction Survey, Ask the Expert, 
Distributed Generation Surgeries and Feasibility 
Studies). We will target at least an average customer 
engagement feedback score of 9/10 over RIIO-ED2. 

Understand and meet our 
customers’ needs at an 
affordable price 

COMP1 Competition 

We will bring at least £100m of our RIIO-ED2 project 
delivery to market for scope drawn from connections-
driven reinforcement, diversions of our assets and 
load related reinforcement. We will work with 
stakeholders such as ICPs and utility contractors to 
encourage them to compete for and deliver this work. 
**NEW** 

Build and maintain trusted 
relationships with all our 
stakeholders by holding 
ourselves to account for 
everything we do  

OR1 Organisational 
Resilience 

We will continue to improve our organisational 
resilience capabilities considering the changing risks 
our business faces. We will aim to achieve a “Good 
practice” rating against the BS65000 standard that 
will be independently assessed by the Emergency 
Planning College (EPC), by the end of the RIIO-ED2 
period. 

Understand and meet our 
customers’ needs at an 
affordable price 

NR1 Network Reliability 

We will improve underlying network reliability (as 
measured by customer interruptions (CIs) and 
customer minutes lost (CMLs)) by the end of RIIO-
ED2, irrespective of the volume, type or location of 
low carbon technologies connecting to our network. 

Understand and meet our 
customers’ needs at an 
affordable price  
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Number Business Plan 
section Commitment Social Contract Principles 

NR2 Network Reliability 
We will reduce 12-hour interruptions in normal 
weather conditions by 25% on average across RIIO-
ED2 in each of our EPN, LPN and SPN regions, 
compared to the RIIO-ED1 average. 

Understand and meet our 
customers’ needs at an 
affordable price 

NR3 Network Reliability 

We will achieve a 10% reduction in the number of 
short interruptions experienced per customer 
(excluding those which are as a result of avoiding a 
customer interruption and those relating to 
exceptional events) by the end of RIIO-ED2 when 
compared to that experienced by our customers in 
the last five years of RIIO-ED1. We will also make an 
automatic compensation payment of £25 to 
customers who experience more than 25 high voltage 
short interruptions during a regulatory year (excluding 
those relating to exceptional events). 

Understand and meet our 
customers’ needs at an 
affordable price 

NR4 Network Reliability 

We will invest up to £28m which will deliver at least a 
25% improvement in reliability for eligible Worst 
Served Customers (WSC). We expect that the 
equivalent of 10,000 customers per annum will see 
an improvement in the reliability of their power 
supplies from this investment. We will also explore 
innovation solutions to improve the service received 
by WSC where costs of traditional solutions prohibit 
their implementation. 

Understand and meet our 
customers’ needs at an 
affordable price  

NR5 Network Reliability 

We will develop a bespoke reporting metric for 
multiple loss of power occurrences of three minutes 
or longer, covering all voltage levels. Subject to the 
penetration of smart metering to a high enough level 
to provide a robust dataset, by the end of 2024 we 
will propose an improvement target for this area in 
each of our networks to be delivered by the end of 
RIIO-ED2. 

Be transparent in our 
governance approach and 
reporting of our 
performance. 

NR6 Network Reliability 

We will develop a bespoke reporting metric to track 
the Total Time Not Supplied for individual customers 
who have a smart meter. Subject to the penetration of 
smart metering to a high enough level to provide a 
robust dataset, by the end of 2024 we will propose an 
improvement target for this area. 

Be transparent in our 
governance approach and 
reporting of our 
performance. 

AR1 Asset Resilience 

To manage the risk of disruption to our customers 
from failure of our assets, we will target the 
replacement of the poorest condition assets on our 
network, delivering a NARM monetised risk point 
delta of £1.57 billion by the end of RIIO-ED2. 

Understand and meet our 
customers’ needs at an 
affordable price  

AR2 Asset Resilience 

We will enhance our compliance with ETR138 across 
our network, protecting the electricity supplied to 
customers from 85 substation sites deemed at risk 
from flooding by the end of RIIO-ED2. 

Understand and meet our 
customers’ needs at an 
affordable price  

WR1 Workforce 
Resilience 

We will sustain high levels of employee engagement 
throughout RIIO-ED2, ensuring that the benefits of a 
motivated work force are passed onto our consumers. 
We will benchmark nationally and globally as a leader 
in the field and target retention of our Platinum 
Investors in People accreditation and Best 
Companies listing throughout RIIO-ED2. 

Happy and healthy 
employees who are treated 
fairly  

WR2 Workforce 
Resilience 

We will continue to build a diverse workforce to reflect 
and serve our communities by further improving 
equality of employment access, measuring 
continuous performance improvement. We will retain 
our NES accreditation and status as a top 50 
Inclusive Employer throughout RIIO-ED2. 

Happy and healthy 
employees who are treated 
fairly  

WR3 Workforce 
Resilience 

We will establish a Digital Skills Academy to provide 
DSO and digital future skills, deliver 510 accredited 
apprenticeship NVQs in Leadership and Management 
and 200 IET accredited technical or digital 
apprenticeships throughout RIIO-ED2. We will target 
the achievement of an “Outstanding” OFSTED rating 
for our training programmes in the period. 

Happy and healthy 
employees who are treated 
fairly  
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Number Business Plan 
section Commitment Social Contract Principles 

C1 Cyber Resilience 

We will continue to enhance our resilience to 
sophisticated cyber-attacks throughout RIIO-ED2 and 
comply with the Network and Information Systems 
Regulations 2018 through the National Cyber 
Security Centre (NCSC) Cyber Assessment 
Framework; in order to protect our networks, secure 
our customer data, and keep the public safe. 

Understand and meet our 
customers’ needs at an 
affordable price 

S1 Safety 
We will minimise injuries to our staff as measured by 
the Total Recordable Injuries Rate (accident rate per 
100,000 hours worked) striving to be less than 0.05 
by the end of the RIIO-ED2 period. 

Happy and healthy 
employees who are treated 
fairly  

S2 Safety 
We will reduce both the number of third-party 
overhead line and underground cable strikes by at 
least 20% over RIIO-ED2 (relative to the average of 
RIIO-ED1 actuals from 2015-2020). 

Work with our customers, 
stakeholders and supply 
chain to deliver positive 
change in the communities 
we serve 

S3 Safety 

We will increase our commitment to engage with the 
public on safety issues, focusing on those who are at 
highest risk of injury from contact with our networks 
by engaging with 300,000 people per year during 
ED2 (vs. 250,000 people per year during RIIO-ED1). 

Work with our customers, 
stakeholders and supply 
chain to deliver positive 
change in the communities 
we serve 

EAP1 Achieving Net 
Zero 

We will review our Environmental Action Plan 
annually to ensure our work continues to meet our 
customers’ evolving expectations, that our response 
is based on the latest science and that we incorporate 
any emerging best practice. We will establish a new 
sub-committee of the Board to monitor our 
performance and will report our progress though our 
Annual Environmental Report. **NEW** 

Be transparent in our 
governance approach and 
reporting of our 
performance. 

EAP2 Achieving Net 
Zero  

For our full carbon footprint, including losses and 
indirect scope 3 emissions, we will exceed our 
reduction target approved by the Science Based 
Target Initiative (SBTi) at Well below 2 °C. We will 
commit to the Business Ambition for 1.5°C SBTi 
campaign.  We will report our progress through our 
Annual Environmental Report and update our targets 
in line with SBTi protocols. **NEW** 

Deliver the best possible 
environmental performance 
in our operations 

EAP3 Achieving Net 
Zero  

We will reduce our directly controllable emissions 
(scope 1 & 2, excluding losses) exceeding a 1.5°C 
reduction trajectory and offset any remaining residual 
emission to achieve Net Zero by 2028 using high 
quality verified offsets. We will report our progress 
through our Annual Environmental Report. **NEW** 

Deliver the best possible 
environmental performance 
in our operations 

EAP4 Achieving Net 
Zero  

As part of our verified Science Based Target, we will 
work with our suppliers to reduce our supply chain 
carbon emissions (scope 3) by 25% by 2028, 
compared to a 2018/19 baseline. We will report our 
progress through our Annual Environmental Report. 
**NEW** 

Deliver the best possible 
environmental performance 
in our operations 

EAP5 Achieving Net 
Zero  

We will develop and implement a circular economy 
tool to address our high impact materials by the start 
of RIIO-ED2. We will subsequently set and monitor 
our reduction targets through our Annual 
Environmental Report. **NEW** 

Be transparent in how we 
deliver and report our 
performance annually 

EAP6 Achieving Net 
Zero  

We will recycle 80% of office, depot and network 
waste and 99.5% of street works material by the end 
of RIIO-ED2, with no recoverable waste to landfill by 
2025. 

Deliver the best possible 
environmental performance 
in our operations 

EAP7 Achieving Net 
Zero  

We will increase the biodiversity of new major 
substation developments by a net-gain of 10-20% 
and at 100 existing sites by a net-gain of 30% overall 
over the RIIO-ED2 period, compared to the beginning 
of the period, as measured by the DEFRA biodiversity 
tool. 

Deliver the best possible 
environmental performance 
in our operations 

EAP8 Achieving Net 
Zero  

We will reduce NOx emissions by 33% over the RIIO-
ED2 period compared to the beginning of the period, 
improving air quality for our customers. 

Deliver the best possible 
environmental performance 
in our operations 
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EAP9 Achieving Net 
Zero  

We will reduce annual leakage from Fluid Filled 
Cables by 15% by the end of the RIIO-ED2 period 
compared to the beginning of the period. 

Deliver the best possible 
environmental performance 
in our operations 

EAP10 Achieving Net 
Zero  

We will continue to facilitate the undergrounding of 
nominated schemes to remove overhead lines within 
AONB and National Parks, working closely with all 
relevant stakeholders to ensure that the full allowance 
is spent to maximise the benefits of works within our 
protected landscapes. 

Deliver the best possible 
environmental performance 
in our operations 

DBP1 Data Best Practice 

We will fulfil and exceed the recommendations 
outlined by the Energy Data Taskforce through the 
active open publication of our data across the RIIO-
ED2 period, prioritised based on stakeholder 
engagement and an understanding of value to 
consumers. Our data will be appropriately licensed to 
enable third party use to support the development of 
an Open Energy System, facilitating Open Innovation 
and creating data services that deliver wider benefits 
to energy customers. 

Build and maintain trusted 
relationships with all our 
stakeholders by holding 
ourselves to account for 
everything we do  

DSO1 Establishing a 
DSO 

We will build trust and confidence by establishing a 
legally separate DSO business unit by 2023, creating 
an independent DSO supervisory board, and through 
our annual DSO forward plan of action. We will 
measure our compliance against the DNO:DSO 
Operational Agreement, targeting 100% compliance 
during RIIO-ED2 and reporting on this annually for 
transparency. 

Be transparent in our 
governance approach and 
reporting of our 
performance. 

DSO2 Establishing a 
DSO 

We will deliver operational transparency by publishing 
our day-ahead operational plan and schedule of 
flexibility services and curtailment, and a monthly 
control room dispatch decision report from the start of 
RIIO-ED2. 

Be transparent in our 
governance approach and 
reporting of our 
performance. 

DSO3 Establishing a 
DSO 

Our DSO function will deliver up to a £410m reduction 
in load related expenditure during RIIO-ED2 through 
increased competition and use of LV flexibility, 
including at the domestic level. 

Understand and meet our 
customers’ needs at an 
affordable price 

DSO4 Establishing a 
DSO 

We will keep our costs down by taking a “flexibility 
and energy efficiency first” approach over RIIO-ED2 
and will “market test” all network needs before 
considering reinforcement. These needs will be 
procured through a range of long-term and short-term 
markets and products, which are inclusive by design 
and ensure no customer is left behind in the energy 
transition. 

Understand and meet our 
customers’ needs at an 
affordable price 

DSO5 Establishing a 
DSO 

We will collect real time data through monitoring in all 
LV networks where we are forecasting constraints 
over RIIO-ED2 and will target 100% coverage of the 
rest of the network through advanced analytics using 
smart meter data. This will give us better insight to 
run the network at higher utilisation and to defer 
reinforcement actions for as long as possible. 

Understand and meet our 
customers’ needs at an 
affordable price 

DSO6 Establishing a 
DSO 

We will develop a new DSO stakeholder satisfaction 
survey. Once we establish a baseline at the start of 
RIIO-ED2 we commit to improving our score by at 
least 10% over the period and publishing an annual 
DSO forward plan that will explain how we are 
responding to stakeholders’ priorities. 

Build and maintain trusted 
relationships with all our 
stakeholders by holding 
ourselves to account for 
everything we do  

DSO7 Establishing a 
DSO 

We will make a range of firm and flexible connection 
products available to all customers, from lowest cost 
through to highest access, with a maximum 
curtailment commitment from the start of RIIO-ED2 
and will annually update our products based on 
stakeholder feedback. Where customers can’t choose 
such products, we will explain the reasons why to 
those affected. **NEW** 

Understand and meet our 
customers’ needs at an 
affordable price 
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DS08 Establishing a 
DSO 

We will be the UK’s leading DSO in network data 
provision through a best practice service that opens 
data according to user priorities and customer value-
add. Our ability to meet users’ data needs will be 
measured as part of an annual stakeholder survey 
from the start of RIIO-ED2. **NEW** 

Be transparent in our 
governance approach and 
reporting of our 
performance. 

WS1 Whole systems 

We will engage with all 127 regional and local 
planning authorities on their climate plans each year 
of RIIO-ED2, offering a three-tiered support service 
utilising a framework to assess, develop action plans 
and deliver investments where a prescribed level of 
certainty is achieved in period. **NEW** 

Work with our customers, 
stakeholders and supply 
chain to deliver positive 
change in the communities 
we serve 

WS2 Whole systems 

By 2024, we will provide core planning datasets via 
an on-line, self-service energy planning tool to 
support the planning process for our local authorities, 
helping them make the best choices for their 
communities. 

Work with our customers, 
stakeholders and supply 
chain to deliver positive 
change in the communities 
we serve 

WS3 Whole systems 

We will provide proactive services to our DER by 
expanding our digital outage planning and automatic 
restoration tools, to minimise disruption and maximise 
their system access throughout RIIO-ED2. 

Work with our customers, 
stakeholders and supply 
chain to deliver positive 
change in the communities 
we serve 

WS4 Whole systems 

We will embed a requirement to have explicitly 
considered whole system solutions as part of our 
investment planning and investment governance by 
the start of RIIO-ED2. 

Work with our customers, 
stakeholders and supply 
chain to deliver positive 
change in the communities 
we serve 

WS5 Whole systems 

We will expand the geographic area of our South 
East Regional Development Programme (RDP) in 
RIIO-ED2 and deliver a RDP in East Anglia by 2024, 
as agreed with the ESO. We will unlock up to £130m 
of whole system benefits during RIIO-ED2. 

Work with our customers, 
stakeholders and supply 
chain to deliver positive 
change in the communities 
we serve 

WS6 Whole systems 

We will work with the ESO to expand the Power 
Potential trial to be a business as usual offering 
across our EPN and SPN regions by 2028. This will 
be a world-first large scale rollout of a whole system 
reactive power management solution. **NEW** 

Work with our customers, 
stakeholders and supply 
chain to deliver positive 
change in the communities 
we serve 

WS7 Whole systems 
Over RIIO-ED2 we will deliver 1GW of distributed 
energy resources (DER) capacity at no more than 
£8m, using smart interventions and new innovations, 
reporting progress in our annual business plan. 

Understand and meet our 
customers’ needs at an 
affordable price 

WS8 Whole systems 

We will make our connections process faster and 
easier for our residential customers connecting low 
carbon technologies. We aim to instantaneously 
process 80% of general enquiries (GE) supply 
upgrades via self-service offerings, delivering a 9/10 
experience over RIIO-ED2. 

Work with our customers, 
stakeholders and supply 
chain to deliver positive 
change in the communities 
we serve 

WS9 Whole systems 

For each year of RIIO-ED2, we will develop high 
quality marketing information which can be used by 
third party intermediaries, to encourage an increase 
in customer use of low carbon technologies, 
unlocking greater participation in flexibility markets. 

Work with our customers, 
stakeholders and supply 
chain to deliver positive 
change in the communities 
we serve 

WS10 Whole systems 
We will develop an energy efficiency flexibility 
product, running tenders every 6 months, starting in 
2023. **NEW** 

Work with our customers, 
stakeholders and supply 
chain to deliver positive 
change in the communities 
we serve 

WS11 Whole systems 

We will reduce street-works costs and transport 
disruptions in London by collaborating with other 
statutory bodies on at least 40 collaboration projects 
in RIIO-ED2. 

Work with our customers, 
stakeholders and supply 
chain to deliver positive 
change in the communities 
we serve 

WS12 Whole systems 

We will run a process to identify and address market 
failures with respect to the provision of on-street 
charging, unlocking over 2,400 public charge points in 
areas of market failure by the end of RIIO-ED2. 
**NEW** 

Understand and meet our 
customers’ needs at an 
affordable price 
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WS13 Whole systems 

We will run a process to identify and deliver an 
additional 7-8MW of capacity in areas located near 14 
motorway and trunk road service stations, by running 
a call to market in 2024 and 2025, ensuring a 
maximum of 30 miles between charging across our 
regions. 

Understand and meet our 
customers’ needs at an 
affordable price 

WS14 Whole systems 

By 2028 we will proactively provide LCT and energy 
efficiency information to 1.4m of our customers 
located within zones earmarked for electrified 
heating. 

Work with our customers, 
stakeholders and supply 
chain to deliver positive 
change in the communities 
we serve 

WS15 Whole systems 

We will ensure that 71% of off-gas grid homes in our 
regions have the suitable capacity to decarbonise 
their heating and transport by the end of RIIO-ED2. 
**NEW** 

Understand and meet our 
customers’ needs at an 
affordable price 

INNO1 Innovation 

We will ring-fence £25m of our Totex allowance and 
allocate a further £25m for investment of our own 
money over RIIO-ED2 to improve network 
performance for our customers through innovation 
projects. We will publish key business challenges 
quarterly in a structured process as well as remaining 
open to innovation ideas at any time. 

Understand and meet our 
customers’ needs at an 
affordable price 

INNO2 Innovation 

We will allocate £25m Network Innovation Allowance 
(NIA) funding over the RIIO-ED2 period, of which 
£20m will go to third parties, targeted to ideas that 
deliver 4x wider societal return on investment. 

Work with our customers, 
stakeholders and supply 
chain to deliver positive 
change in the communities 
we serve 

INNO3 Innovation 

We will actively participate in the Strategic Innovation 
Fund (SIF) challenges issued during RIIO-ED2 in 
collaboration with relevant third parties, other utilities 
and our local stakeholders. 

Work with our customers, 
stakeholders and supply 
chain to deliver positive 
change in the communities 
we serve 

CR1 Climate Resilience 

We will establish a steering group with key internal 
stakeholders to own and monitor the risks identified 
as part of the Climate Change Adaption Strategy. The 
steering group will report to UK Power Network's 
executives and publicly report on actions taken to 
mitigate against identified risks throughout RIIO-ED2 
using the Annual Environmental Report. 

Work with our customers, 
stakeholders and supply 
chain to deliver positive 
change in the communities 
we serve 
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