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1.1 Context 

As part of the RIIO-ED2 enhanced engagement framework, we are responsible for engaging with our customers and 

stakeholders as part of our Business Plan development. To ensure this process is undertaken in a robust and transparent 

manner, we have established an independent Customer Engagement Group (CEG) to provide scrutiny and challenge to 

the proposals in our Business Plan for RIIO-ED2. The CEG, in line with its terms of reference, is responsible for reviewing, 

and where appropriate challenging, our engagement and research and considering whether and how well the results of the 

engagement have been reflected in our Business Plan. 

 

The primary output of the CEG is a report which is provided to Ofgem and its RIIO-2 Challenge Group after we submit our 

Plan on 1 December 2021. The CEG report will be made public and will highlight areas of agreement and disagreement 

alongside explaining how we have responded to the CEG’s challenges during the engagement process. It will also explain 

where there has been disagreement amongst members of the CEG, so that Ofgem has visibility of the range of views 

about the choices the company has made. The CEG is responsible for its report to Ofgem.  

1.2 Overview of CEG Role 

The core role of the CEG is to ensure that our RIIO-ED2 Business Plan is soundly based on evidence and that customer 

and stakeholder views have been adopted and communicated in ways that make our plan worthy of trust.  The objective of 

the CEG and the measure of its success, as determined by itself, will be that there are no material challenges that our 

customers and stakeholders, Ofgem and its RIIO-2 Challenge Group raise with respect to our draft and final Business 

Plans that have not already been raised by the CEG. 

 

To undertake this role, the CEG consisted of two strategic and governance groups and three thematic Working Groups – 

‘The Customer’, ‘The Sustainability’ and ‘The Reliability and Resilience’ Working Groups. In addition, the CEG had three 

Regional Groups covering each of our licence areas (EPN, LPN and SPN). Following submission of UK Power Networks’ 

Initial Business Plan on 1 July, the CEG organised its members into specific Scrutiny Groups by topic area to address the 

remaining areas of interest in order for it to complete its analysis and report to Ofgem and the Challenge Group.  

 

This setup allowed the CEG to discharge its duties in line with Ofgem’s latest published guidance1, meaning it could 

challenge a wide range of areas, working flexibly and consistently, allowing members to make the best use of their skills 

and expertise when considering the needs and priorities of our large and diverse customer and stakeholder base. 
 

The CEG will continue in its role until the start of RIIO-ED2. UK Power Networks intends to maintain independent scrutiny 

and challenge of its delivery of the Business Plan during RIIO-ED2. Within this context, it is expected that an ongoing role 

for a form of CEG will be implemented with a specific remit and scope that is aligned to Ofgem’s future enhanced 

engagement requirements once these are known 

1.3 CEG Challenges and Scrutiny Summary 

The CEG has subjected the development of our Business Plan to substantial scrutiny.  No fewer than 224 hours spanning 

112 meetings2 have been held between ourselves and the CEG, ensuring key areas of customer and societal materiality 

had been subject to appropriate challenge. 

The CEG raised 11 challenges during this process, all of which were raised on an early draft version of our Business Plan 

shared with the CEG on March 31st 2021.  Ten of these were resolved for the July initial submission to Ofgem, with one 

outstanding to be addressed for the December final Business Plan submission. 

Whilst the period between the initial submission to Ofgem in July to the final submission in December did not raise any 

further challenges from the CEG, a number of targeted ‘Scrutiny Sessions’ were undertaken to address remaining, very 

specific queries or issues from the CEG.    

The tables below summarises the key CEG challenges raised as part of their review of our draft Business Plan on the 31st 

March and of those scrutiny session run between July and December 2021.  

                                                           

1 https://www.ofgem.gov.uk/sites/default/files/docs/2021/04/ed2_enhanced_engagement_guidance_v2-_clean_version_-
_for_publication.pdf 

2 Excludes bilateral meetings between UK Power Networks and the CEG Chair which occurred on a fortnightly basis 
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Table 1: Key CEG challenges raised on UK Power Networks March draft Business Plan 

Core CEG challenges taken from their review of the UK Power Networks Draft Business Plan submitted 
formally on the 31st March 2021. 

Challenge 
Number 

Challenge 
Name 

Challenge Overview How UK Power Networks 
responded 

Status  

Report 
Challenge 1 

Priorities and 
approach 

The justification for UK Power 
Networks’ strategy for RIIO-ED2, 
which has been described as 
“base case plus Uncertainty 
Mechanisms”, had limited 
information to the extent in which 
it considered the risks to 
customers of the approach and 
how it would intend to manage or 
mitigate the risks in the event that 
some or all of them were to 
materialise. 

We have consulted extensively 
with the CEG, presenting and 
expanding on analysis that 
couldn’t be contained within the 
core Business Plan document.  
This included: (i) Outlining our 
PESTLE analysis and horizon 
scanning; (ii) Demonstrating our 
impact analysis assessing our 
plan against key counterfactuals; 
and (iii) Including further updates 
to our plan to improve areas. 

Addressed 
in the Initial 

Business 

Plan (1 July) 

Report 
Challenge 2 

Consideration 
of Base Case 

The lack of consideration of 
options other than its adopted 
strategy of “base case plus”. 

In addition to the approach 
outlined for Challenge 1, we 
provided further evidence of the 
stress testing of alternative 
scenarios of higher investment 
from the perspective of workforce 
resilience such that we could 
demonstrate how our approach 
can be flexible and deliver 
regardless of any outturn 
scenario. An overview is provided 
in Chapter 16: Managing 
uncertainty  

 Addressed 
in the Initial 

Business 
Plan (1 July) 

Report 
Challenge 3 

Ambition in 
the plan 

Limited stretch and ambition 
demonstrated in the draft 
Business Plan relating to UK 
Power Networks’ strategy. 

Our responses to Challenge 1 
and 2 addressed the main areas 
of this challenge.  We also 
worked to explain the key 
engineering parameters we used 
to define our Plan and provided 
updates in several areas to our 
Business Plan documents. 

 Addressed 
in the Initial 

Business 
Plan (1 July) 

Report 
Challenge 4 

Customer 
preferences 

Whether the research approaches 
that UK Power Networks had 
adopted and the execution of 
them have been appropriate, 
given the nature of the business 
and the circumstances likely to be 
present in RIIO-ED2, and had 
reliably referenced those pieces 
of research within the Business 
Plan. 

We updated the Business Plan 
core narrative and appendices to 
address the CEG’s feedback.  We 
also continued detailed 
discussions on our plan for 
engagement and research up to 
the final submission in December 
2021.  

We also debated extensively the 
effectiveness of willingness to pay 
and acceptability research 
techniques given the natural 
limitations on what customer can 
reasonably be asked to comment 
on in an informed way 

Addressed 
in the Initial 

Business 
Plan (1 July) 
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Report 
Challenge 5 

Addressing 
customer 
preferences 

Whether the draft Business Plan 
had demonstrated the appropriate 
use of customer research and 
stakeholder engagement to 
inform those aspects of the plan 
which had the most material 
impact on customers’ and 
stakeholders’ needs and 
preferences now and in future.   

 

Additionally, whether the 
limitations identified by the CEG 
with respect to elements of the 
research programme and its use 
in the draft Business Plan had 
been appropriately acknowledged 
in the document. 

In addition to our response to 
Challenge 4, we reviewed all our 
commitments in the areas 
identified by the CEG, reflected 
on our position and ensured that 
we had a robust justification for 
the final outputs. Where 
necessary, further explanation 
was provided in the appropriate 
Engagement Summary and Line 
of Sight Documents for each topic 
area. 

Addressed 
in the Initial 

Business 
Plan (1 July) 

Report 
Challenge 6 

Engagement 
for RIIO-ED2 

Whether the draft Business Plan 
gave a clear picture of how the 
results of stakeholder 
engagement have changed the 
nature and content of the plan 
from what it would have been 
without the benefit of those 
results. 

Our response to Challenge 5 
addressed the main areas of 
interest. We met with the CEG to 
run through this challenge, and in 
response significantly developed 
some of the Line of Sight and 
Engagement Summaries, bringing 
them to a standard in line with 
others that were of a higher 
quality.   

Addressed 
in the Initial 

Business 
Plan (1 July) 

Report 
Challenge 7 

Ongoing 
engagement 

in RIIO-ED2 

The absence of a well-articulated, 
robust and relevant programme of 
ongoing customer research and 
stakeholder engagement for RIIO-
ED2. 

We met with the CEG to discuss 
their concerns and agreed on a 
number of areas to improve for 
our Business Plan submission for 
1 July.  This included: (i) Clarity 
on why we engage; (ii) Co-
ordination of engagement 
activities and the relative 
strengths and weaknesses of 
differing approaches; and (iii) 
Better describing how our 
research will be informed by the 
strategic context of the business 
and how it will help us to drive 
business performance in RIIO-
ED2 

Addressed 
in the Initial 

Business 
Plan (1 July) 

Report 
Challenge 8 

Organisational 
Resilience 

The lack of evidence of coherent 
thinking on how the business 
model and culture of the company 
will need to be resilient to the 
changes in the remainder of RIIO-
ED1, through RIIO-ED2 and into 
RIIO-ED3 to deliver its ambition of 
“Putting Customers at the heart of 
Net Zero”. 

We updated the Business Plan 
core narrative and appendices to 
address the CEG’s feedback 
specifically in the areas of 
organisational and workforce 
resilience. We explained and 
evidenced our culture of 
engagement with staff and how 
this fosters an environment of 
challenge and continuous 
improvement. We then explained 
how we plan to further improve 
our governance in this area as 
part of our organisational 
resilience strategy. 

Addressed 
in the Initial 

Business 

Plan (1 July) 

 

  



 

 

- 6 - 

Report 
Challenge 9 

Commitments Many of the commitments in the 
draft Business Plan do not show a 

clear link to customer outcomes. 

We reviewed all our commitments 
to ensure that they are specific, 
measurable, relevant and time 
bound with a clear link to 
engagement insights where 
appropriate.  We updated the 
Business Plan core narrative and 
appendices to reflect this. 

Addressed 
in the Initial 

Business 
Plan (1 July) 

Report 
Challenge 

10 

Regional 
plans 

The status and content of the 
plans for the three regional 
networks, which we expect to see 
in the Final Submission, and what 
these plans will cover that the 
RIIO-ED1 plans – which covered 
only cost information – did not, 
and how the plans are linked to 
evidence of the preferences of 
customers in the three regions. 

We produced three separate 
regional documents for each of 
our three license areas for our 
December submission.  These 
outline the views of customers, 
regional factors, strategic 
investments, work with local 
authorities to progress local area 
energy planning and any specific 
regional strategies. These 
documents sit alongside the 
December version of the final 
Business Plan and have been 
produced to be accessible to 
customers and less informed 

stakeholders. 

An early draft of the regional plan 
concept was shared with the CEG 
to provide something tangible to 
challenge on from a consumer 
perspective.   

Addressed 
in the Initial 

Business 
Plan (1 Dec) 

Report 
Challenge 
11 

Consistency 
and 
assurance 

A potential challenge on 
consistency and assurance, 
noting that the draft Business 
Plan did not contain a full suite of 
cross-references and drafting on 
the work carried out by assurance 
providers. This can only be 
provisional until such work is 
complete. 

We developed an assurance plan 
(with our RIIO-ED2 Committee 
and Board) that incorporates 
consistency and quality checks 
for the Business Plan and 
associated appendices for the 
July submission. This was also 
repeated for the final December 
submission. 

Addressed 
in the Initial 

Business 
Plan (1 July) 
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Table 2 - Key topic areas where our CEG raised issues between the initial (July) and final Business Plan 

Overview of the issues raised and dealt with through the CEG Scrutiny Sessions that took place between July 
and December 2021. 

Topic Area Issue Overview How UK Power Networks 
responded 

Status  

Facilitating Net Zero - 
Strategic Narrative 

The CEG wanted to see the extent 
to which there was a coherent 
strategic narrative that reflects the 
results and preferences of 
customers and stakeholders. 

We held two sessions with the 
CEG and shared a new 
“Decarbonising our communities” 
chapter, produced to clearly 
articulate our strategy in one single 
location within the document.  
Feedback was incorporated and 
submitted within the Final 
Business Plan. We have also 
developed a short video to bring 
this chapter to life.  

Addressed 
in the Initial 

Business 
Plan (1 Dec) 

Whole Systems The CEG wished for greater clarity 
on what denotes a ‘Whole System’ 
project and how value would be 
transferred between parties.  
Additionally, more information was 
sought on our approach, both 
regionally and how it will evolve 
over time. 

We provided a written response 
before following up with a session 
with our CEG.  Feedback resulted 
in a number of expansions and 
clarifications to narrative across 
the Whole Systems, DSO and 
Innovation sections and 
appendices.   
We also updated our Whole 
System strategy to more explicitly 
call out the changing role of 
customers in the future – as 
participants as well as bill payers.  

Addressed 
in the Initial 

Business 
Plan (1 Dec) 

Data and Digitalisation There was a desire to see a 
greater link between customer and 
stakeholder preferences, the 
investments stated in the plan and 
the associated benefits and 
outcomes for the business, 
stakeholders and customers. 

We produced a paper and held a 
meeting with the CEG to run 
through answers to their issues.  
Whilst content with our response, 
this was not coming through in the 
core narrative of the Business 
Plan.  As such we completely 
rewrote the chapter to address the 
CEG’s challenge on how digital 
enables the wider Business Plan.  

Addressed 
in the Initial 

Business 
Plan (1 Dec) 

Competition The CEG wanted to see to what 
extent had proposals on 
competition changed since the July 
draft, and specifically on 
connections, what level of ambition 
did we feel we had in comparison 
to other DNOs and how was that 
supported by customers and 
stakeholders.  

We held a session with the CEG 
which resulted in some structural 
changes to the Business Plan and 
additional content being added 
across the Whole Systems and 
Competition sections of the plan. 
We also communicated our 
competition proposals which we 
believe set the leadership bar in 
the industry.  

Addressed 
in the Initial 

Business 
Plan (1 Dec) 

Organisational Resilience The CEG’s focus here was on two 
distinct strands: 
1. They wanted greater 

confidence in the ability of our 
supply chain to accommodate 
and support the delivery of 
different uptakes of LCT 
volumes 

2. How our HR and workforce 
plans would evolve given 
changes in the external 
environment in which we 
operate. 

For item 1 we pulled together a 
detailed paper and held a meeting 
with the CEG to run through this.  
This included explaining our 
extensive engagement with our 
key supply chain partners and how 
we utilise innovative techniques to 
maximise delivery and efficiency 
for our customers.  Whilst the CEG 
were satisfied with our response, 
they said this wasn’t coming 
through in the Plan, and thus we 
added in additional evidence to 
explain this more explicitly. 
 
For item 2, a separate session was 
held with the CEG chair to test our 
thinking and strategy.  No further 
actions were required post this.  

Addressed 
in the Initial 

Business 
Plan (1 Dec) 
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Reliability and Resilience The CEG’s focus in this area was 
in the variability of performance 
across our licence areas and how 
we intend to build on the 
understanding of customers’ 
expectations for a reliable service 
in RIIO-ED2 and beyond. 

We provided the CEG with various 
views of performance data and 
held two scrutiny sessions. We 
focused on the historic 
performance of our networks and 
how the incentive regime drives 
performance improvement by 
network. The resulting actions 
ensured we clearly articulated our 
methodology for claiming to be the 
most reliable DNO and 
strengthened our explanation of 
how ongoing engagement will 
inform the development of the 
regulatory framework in this area 
in readiness for RIIO-ED3. We 
also discussed how our proposed 
new metrics will help build a 
credible evidence base for how 
reliability incentives should evolve 
in the future.  

Addressed 
in the Initial 

Business 
Plan (1 Dec) 

Ongoing Engagement The CEG wanted greater clarity 
that our ongoing engagement 
strategy clearly identified the areas 
we needed to engage upon in 
order to deliver our RIIO-ED2 
strategy.  In addition, they wanted 
evidence that we are a learning 
organisation, and that we are able 
to commission, disseminate and 
use engagement insight effectively 
to drive business decision making. 

We held two sessions with the 
CEG with the first to listen to 
feedback on our July Business 
Plan chapter.  We further 
developed our thinking on ongoing 
engagement and improved the 
articulation of our approach in a 
restructured chapter.   
 
The second session was arranged 
to challenge our revised chapter 
and thinking which we reflected 
upon and made further updates to 
sharpen the structure and key 
messages, including to update 
how ongoing engagement will 
support the delivery of our strategy 
and improve our ways of working.   

Addressed 
in the Initial 

Business 
Plan (1 Dec) 

Regional Support The CEG wanted an update on our 
latest round of regional 
engagement to understand how 
we have interpreted learnings and 
to see if it was coherent across the 
whole plan.  

We developed a paper and held a 
meeting with the CEG to address 
each of their specific scrutiny 
questions.  Following this we 
added clarifications within 
“Enabling whole system solutions” 
chapter to improve our explanation 
of how we will support local 
authorities and Community Energy 
groups during RIIO-ED2. We also 
explicitly stated that although we 
have developed a robust 
framework, we will remain flexible 
in order to adapt and respond to a 
fast-changing environment.  

Addressed 
in the Initial 

Business 
Plan (1 Dec) 

Research and Engagement The CEG’s focus here was to 
ensure we had recorded the 
results of our engagement 
correctly and how we are 
triangulated views to support 
commitments in our suit of Line of 
Sight and Engagement Summary 
documents. 

We held two meetings with the 
CEG, these focussed on improving 
the structure of the Line of Sight 
and Engagement Summary 
documents to aid the reader in 
understanding the logic behind our 
decisions. We also improved the 
content in key areas to ensure 
clarity and accuracy.  

Addressed 
in the Initial 

Business 
Plan (1 Dec) 
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Vulnerability The CEGs focus here was very 
targeted – wanting to know more 
about how we identify and deal 
with the intersectionality of 
different vulnerability factors. 

We held one meeting with the 
CEG where we shared our 
understanding of intersectionality 
and the use of this perspective in 
our vulnerability strategy.  
Following this session we made 
some small revisions to text in the 
vulnerability and data sections of 
the Business Plan. 

Addressed 
in the Initial 

Business 
Plan (1 Dec) 

Consumer Value 
Propositions (CVPs)  

The CEG were supportive of our 
proposed CVPs in their document 
on the July Initial Business Plan.   
 
Between July and December, they 
undertook further scrutiny in the 
following areas:  
 
1. The fundamentals of how the 

value in the CVPs is 
calculated.  

2. The arithmetic of the CVPs, 
specifically how much 
customers pay. 

3. How has UK Power Networks 
determined that its share of 
the value is fair? 

We prepared a paper to cover 
each of the CEG’s scrutiny areas.  
As a result of the discussion, we 
have strengthened our explanation 
of the impact on bill payers if we 
successfully deliver the CVPs – 
this improves transparency. 
 
We also explained the 
methodology which is aligned to 
other incentive revenue models – 
i.e. moving away from an ex-ante 
approach to one where we are 
incentivised on the lowest cost 
delivery (sharing factor) and 
delivering the benefits. 
 
We also evidenced how we have 
triangulated the reward from the 
CVPs compared to other RIIO-ED2 
incentives and how we will 
measure success during RIIO-
ED2. We made it clear that we will 
seek external verification of the 
performance against these metrics 
– or ask Ofgem to appoint a party 
to do so if they prefer this.     

Addressed 
in the Initial 

Business 
Plan (1 Dec) 
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2.1 Background, Objectives and Independence 

As part of our RIIO-ED2 enhanced engagement process, we have been challenged by the Customer Engagement Group 

(CEG) whilst developing our plans. It has held us to account for delivering a plan that is worthy of the trust of customers, 

current and future. Members of the CEG have worked to provide constructive, informed and objective challenge to our 

Business Plan approach. 

 

The primary output of the CEG is to report to Ofgem and its RIIO-2 Challenge Group, with the CEG’s report being made 

public after submission of our Business Plan.  The report will highlight areas of agreement and disagreement and will 

explain how we have responded to challenges during the engagement process as raised by the CEG. It explains where 

there is disagreement amongst members of the CEG, so that Ofgem has visibility of the range of views about the choices 

the company has made. The crux of the report is its conclusions on how well we have engaged with and researched the 

interests of customers and other parties and how well the Business Plan reflects the results of the engagement and 

research. 

 

The objective of the CEG, and the measure of its success, will be the scale of the challenges that customers, stakeholders, 

Ofgem and Ofgem’s RIIO-2 Challenge Group raise with respect to our draft and final Business Plan that have not been 

raised by the CEG. The CEG has looked for outcomes from us in RIIO-ED2 that are soundly based on evidence and which 

have been adopted and communicated in ways that make our plans worthy of trust by customers and interested parties. 

They expect us to set a new standard for engagement in regulated sectors. 

 

Despite challenging us throughout our Business Plan development process, the CEG has remained independent. We (UK 

Power Networks) are responsible for engaging with customers and interested parties. The CEG is responsible for 

reviewing, and if appropriate challenging our engagement and research and considering whether and how well the results 

of the engagement have been reflected in our Business Plans. The CEG is responsible for its report to Ofgem and they 

have done this in a way that is independent, challenging, transparent, rigorous, innovative and inclusive. 

 

For the CEG to be credible, the CEG and its members have worked to be independent of ourselves and Ofgem with the 

Secretariat maintaining a record of any conflicts of interest involving the CEG or its members. 

 

Members of the CEG have the knowledge, skills, and experience needed to challenge engagement with and research of 

the interests of customers and other parties and to challenge how our plans have reflected these results. Members 

provided their input to the CEG in the interest of customers and other interested parties as individuals and not as 

representing any group or interest and this was undertaken in a collaborative and constructive way.  

2.2 Good practice cross-sector learning on customer challenge groups 

In order to prepare and get the best out of the CEG, we undertook a wide-ranging review of the historic effectiveness of 

customer engagement groups across regulated sectors, as well as the wider effectiveness and working process used for 

similar engagement steering groups across industry. 

This review looked to identify the strengths, weaknesses and best working practices which had been employed historically 

to ensure we were aware of how we could get the most out of the CEG across RIIO-ED2. Our review looked at the 

effectiveness of CEGs across the gas and electricity transmission price controls and gas distribution price controls for RIIO-

2, as well as the stakeholder engagement steering group approaches within the recent PR19 water price controls. A 

selection of the key challenges and how we mitigated against them as part of our design are listed below. 

 The need to ensure adequate and wide-ranging subject matter expertise across the CEG group - we looked to 

recruit a wide ranging and diverse selection of experts to help provide informed and meaningful challenge throughout 

the process. 

 The complexities of engaging with group on fast moving and technical topics - we looked to begin our 

engagement with the CEG early, providing them initial topic area introductions to build the sufficient base of knowledge 

needed for them to robustly challenge our plan. 

 The challenges associated with engaging on multiple complicated topic areas at once - led us to align specific 

members of the CEG to specialised working groups which would focus in-depth on different areas of the RIIO-ED2 

plan covering sustainability, reliability and resilience and customers. 

 The need for the CEG to see the “whole” plan early enough to understand and challenge the overall 

proposition for consumers – we produced a draft Business Plan early in March 2021 to enable the CEG to 

undertake a formal assessment as they would do for the initial and final Business Plan submissions in July and 

December 2021 respectively. This really helped to focus on the key material areas that the CEG felt needed additional 
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work. This led to the 11 formal challenges documented in Section 0.1 and the 11 scrutiny areas documented in 

Section 4.2, which ultimately led to better-quality initial and final Business Plan submissions to Ofgem and the RIIO-2 

Challenge Group.  

2.3 Scope of CEG input 

The scope (and depth) of the CEG reviews has been developed in line with Ofgem’s latest published guidance3 and has 

been interpreted to mean that the CEG should challenge the Business Plan from the perspectives of our customers and 

stakeholders.  

 

The scope of matters that may be subject to challenge by the CEG is wide. Using Ofgem’s guidance and the skills of the 

CEG based on their areas of subject matter expertise, the CEG developed their own Terms of Reference. This has focused 

on areas where the group could best challenge our Business Plan development in the interests of our customers. To 

achieve this, the CEG sought to answer the following questions4: 

1) Research and stakeholder engagement 

 Has the DNO adopted and executed a robust process of customer research and stakeholder engagement, and 

have the results of these processes been reflected in the DNO’s Business Plan(s)? 

 How has the DNO demonstrated it has used different methods, tools and techniques to understand the interests of 

a wide range of stakeholders, including future consumers? 

 How has the DNO demonstrated it presented stakeholders with meaningful choices in determining priorities for 

expenditure? 

 How has the DNO demonstrated it used engagement with stakeholders to inform its proposals for: (i) Larger 

connections customers; (ii) DSO activities; (iii) Vulnerable consumers; (iv) Ongoing engagement? 

2) A good Business Plan 

 Does the Business Plan as a whole meet the CEG’s expectations of what constitutes a good DNO Business Plan 

considering the requirements of Ofgem’s Business Plan Guidance published on 1 February 2021? 

 Does the CEG consider that the DNO plan is ambitious? 

 Does the CEG consider that the DNO plan is innovative? 

3) An appropriate approach to key issues 

 Does the Business Plan meet the CEG’s expectations for an appropriate approach to address the following key 

issues? For each provide a view, together with the supporting information to explain why the CEG has arrived at 

this view for: 

o Sustainability and impact on the environment of the DNO and its customers and stakeholders. 

o Business resilience, workforce resilience and asset reliability. 

o Just transition to Net Zero. 

o Whole system. 

o Vulnerability Strategy. 

4) Strategy informed by future changes 

 Has the DNO demonstrated it has been through a robust process to ensure its plan has been informed by 

changes happening across the energy system? 

 

 

 

 

                                                           

3 https://www.ofgem.gov.uk/sites/default/files/docs/2021/04/ed2_enhanced_engagement_guidance_v2-_clean_version_-
_for_publication.pdf 

4 CEG Consolidated Terms of Reference (Email Thursday 10 March 2021). 
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5)  Competition 

 Has the DNO ensured appropriate project types and specific projects are considered for early and late competition 

models? 

 Has the DNO ensured that competition is embedded in its corporate processes and structure? 

 Has the DNO clarified any additional consumer value propositions for competition? 

 And specifically: that projects are correctly flagged in Business Plans for their suitability for early and late 

competition? 

6) Cost assessment 

 Do the DNOs proposed adjustments, ensure the evidential bar is met, and that materiality is sufficient to warrant 

adjustment?  

 Does the CEG agree with the DNOs proposed RPE claims and the evidence provided? 

 Does the CEG agree with the DNOs forecast of ongoing efficiency assumptions, specifically, in comparison to 

historical and cross-sectoral performance? 

2.4 CEG Challenge Criteria and Group Structure 

For the CEG to discharge its duties and answer the questions above, it required scrutiny of many aspects of the Business 

Plan.  Given the importance of ensuring the CEG focussed its expertise on areas that could materially affect our 

customers, this was focussed on 17 key Business Plan areas.  Each of these areas of the Business Plan had its own CEG 

Challenge Criteria developed by the CEG and progress against these criteria was updated fortnightly through the use of a 

“CEG Dashboard”. More detail on the CEG Dashboard can be found under section 2.6, and a full list of Challenge Criteria 

can be found in Annex 2. 

 

The responsibilities of scrutinising these areas was spread across the working groups as described in the section below.   

2.5 CEG Structure 

Working together with the Chair we wanted to develop a structure for the CEG that not only covered Ofgem’s target outcomes 

and Business Plan topic areas for RIIO-ED2, but also importantly allowed the members to scrutinise and challenge the areas 

that matter most to our customers and stakeholders through the development of the specific challenge criteria as outlined 

above. 

 

This process developed over time but crystallised with two strategic and governance groups (the Core and Heads-Off) and 

three thematic Working Groups – ‘The Customer’, ‘The Sustainability’ and ‘The Reliability and Resilience’ Working Groups. 

In addition, the CEG had three Regional Groups covering each of our licence areas (EPN, LPN and SPN) as we wanted and 

welcomed challenges to how we take consideration of the diverse needs across our three regions. The remit of these groups 

sought to scrutinise anything with a regional element, for example how we are providing strategic investment to enable 

economic growth or how we are supporting local authorities in delivering their Local Area Energy Plans. 

 

Table 3: Our CEG structure 

Name Role Relevant Business Plan Topic Areas 

Core Group 

Set the objectives, policies and approaches for the 
CEG’s work. It brought together the findings and 
conclusions of the Regional and Working Groups 
and presented them in the CEG’s report to Ofgem 
in December 2021. 

Overall Business Strategy 

The Heads-Of 
Group 

This group includes the leads of the CEG Working 
Groups who met regularly with members of our 
senior management team. The purpose was to 
manage the CEG’s progress and ensure we 
provided the information needed to enable the 
CEG to challenge the Business Plan and meet its 
terms of reference. 

No defined topic areas 
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Regional 
Groups 

Focused on how we are supporting growth within 
our regions through strategic investment to 
respond to the needs of our customers and 
stakeholders. 

Strategic Investment 

Regional Approaches 

Customer 
Working Group 

Critique and challenge across our customer and 
stakeholder engagement programme, alongside 
key focus on customer services and vulnerability. 

Customer Services 

Enhanced Stakeholder Engagement 

Ongoing Engagement 

Vulnerability 

Digitalisation 

Sustainability 
Working Group 

Focus on areas of environmental impact and 
sustainability, such as our own operations and how 
we are helping facilitate others to transition to a 

Net Zero future. 

Environmental Action Plan 

DSO 

Competition 

Facilitating Net Zero 

Whole Systems 

DFES 

Resilience & 
Reliability 
Working 

Worked to understand the policies and procedures 
we have and propose to put in place to ensure a 
reliable and safe level of service for all our 
customers. 

Cost Assessment 

Connections 

Innovation 

Reliability 

Asset Resilience 

Safety 

Workforce Resilience 

Risk Management 

 

This matrix approach was used so the CEG could work flexibly and consistently allowing members to make the best use of 

their skills and expertise when considering the needs and priorities of our large and diverse customer and stakeholder base. 

 

Each working group was responsible for challenging how the results of the research and engagement programme were being 

captured and driving the commitments we proposed in the Plan. However, the Customer Working Group, in particular, had 

a substantial role in challenging the robustness and reliability of the engagement programme we undertook, and this was 

achieved in a number of ways:  

• Critique and challenge on the methodology of the engagement programme, working to ensure broad coverage of 

customer and stakeholder segments, representative samples and identifying whether designed stimulus had adequate 

context and was free from bias. Evidence of this approach resulted in commissioning of additional research to explore 

the areas of Net Zero and vulnerability in further detail using revised stimulus material to ensure the output could be 

relied upon for our decision making. 

• Attendance at engagement events with CEG members completing an effectiveness assessment and allowing members 

to witness first-hand how engagements were being run, captured and reflected in our Business Plan.  

• Frequent interaction with the research and engagement team and supporting agencies on the overall engagement and 

research programme at each stage of the Business Plan’s development to understand how the research’s conclusions 

and insights were being reflected in the Plan. 

This crucial role ensured that our Business Plan was subject to detailed scrutiny and review, from the engagements events 

we held, to the outputs and incentives that are proposed within our plan. 

2.6 Delivering the CEG Role (Governance) 

We championed involving the CEG throughout the development of our Business Plan, and ensured they were meeting and 

deliberating with our key staff and given full access to our plans as they took shape. There were a number of key delivery 

routes which we used to involve the CEG in the development of our RIIO-ED2 plans, with the key interactions coming via 

periodic formalised update and information meetings between the CEG and key business leads, as well as other support 

avenues to provide flexible responses to CEG requests. We outline the key delivery routes below. 
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1) Formal CEG Meetings 

Formal CEG meetings were the primary route for information sharing and delivery of the CEG objectives. These meetings 

involved the individual CEG working groups meeting business leads to discuss and deliberate on the approach to specific 

areas of the RIIO-ED2 plan. Meeting frequency varied depending on the requirement for individual topic areas.  Quorum for 

CEG meetings was as follows: 

 Core Group – Chair or Deputy and relevant members. 

 Heads Of Group – All CEG Chairs and supporting CEG members as required. 

 Specialist Working Groups (SWG, CWG, RRWG) - Chair or Deputy and relevant members. 

 Regional Groups – Chair or Deputy and relevant members. 

The vast majority of meetings took place virtually, due to the Coronavirus pandemic, however, periodically and during the 

initial phases of the CEGs role, meetings up to March 2020 were in person, with UK Power Networks providing external 

facilities. A total schedule of all meetings is contained within Annex 1, a summary is included below. 

Post July submissions, whilst the Core and Heads of Group still met regularly, the working groups listed above were 

disbanded in favour of a series of topic specific Scrutiny Sessions.  These had a very clear purpose, with targeted 

questions aimed at closing out residual issues from the July initial Business Plan.  Full details of these sessions and the 

resulting actions can be found in Section 4.2. 

 

Table 4: Summary of meetings held 

Group Number of Meetings 

Meetings of the Core Working Group 15 

Meetings of the Heads of Steering Group 21 

Meetings of the Customer Working Group 24 

Meetings of the Sustainability Working Group 12 

Meetings of the Reliability and Resilience Working Group 16 

Meetings of the Regional Working Groups 9 

Meetings of topic specific Scrutiny Sessions 15 

Total Number of Meetings 112 Meetings Total Number of Hours 224 Hours 

 

Each CEG meeting looked to have an agenda accompanied by supporting materials. These were issued (unless otherwise 

notified) five working days before the meeting. The CEG Secretariat and UK Power Networks support looked to issue 

minutes and actions within five working days of a CEG meeting. 

 

The CEG have a standalone website5 on which material about the CEG and its proceedings were published. The CEG 

worked in a transparent way, without compromising individual rights or the confidentiality of information provided to the 

CEG either by the company or by others, including other members of the CEG. Information provided to the CEG was 

treated as confidential unless agreed otherwise by the provider. The website contains records of the CEG’s membership 

and Terms of Reference, minutes of meetings and other information about the progress of its work. 

2) CEG Dashboard 

The CEG Dashboard was a functional tracking tool created as an ongoing risk / delivery management log for the CEG 

process. The Dashboard was in use since January 2021 to highlight the live status on progress of each individual Business 

                                                           

5 https://ceg.ukpowernetworks.co.uk/ 

https://ceg.ukpowernetworks.co.uk/
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Plan topic area against the set of key CEG Challenge Criteria6. On a bi-weekly basis the CEG Heads Of group met to 

discuss the Dashboard and/or the consolidated views of CEG members against each topic area.  

The role and use of the Dashboard was to focus engagement and discussion on potential issues with our Business Plan 

onto key points, and to track delivery of mitigations against these. The Dashboard was updated, and an archived version 

issued for consideration at the ongoing Heads Of meetings two full working days prior to meeting dates where it was 

discussed. 

3) CEG Co-Design Shadowing 

For key Business Plan topic areas where engagement took a more in-depth ‘co-creation’ element with stakeholders, a 

designated CEG ‘buddy’ was assigned.  These members scrutinised their respective areas on a more ‘one to one’ basis 

with key topic area leads.  These individuals effectivity shadowed the engagement process, either by attending 

engagement events with stakeholders in person, or watching the recordings of the events after.  CEG buddies provided 

challenge and independent advice on specific areas of the plan, engagement approach and development of our Business 

Plan options to individual topic leads.  

4) Ad-Hoc Data Requests and Walkthroughs 

Throughout the CEG process we also facilitated a number of data requests and walkthrough meetings to provide the CEG 

with granular information to support their review process. For a range of different topic areas, the CEG requested 

supporting information such as cost information, engagement findings, data and graphical depictions of performance, 

examples and case studies of specific schemes and other supporting information on topic areas. Via our SharePoint site 

these data requests were provided to inform the CEG on areas of the plan. In addition, we also provided walkthroughs of 

key systems and processes where appropriate to outline how staff deliver key aspects of the RIIO-ED1 programmes (such 

as walkthroughs of our internal innovation idea development system). 

2.7 CEG Challenge Process 

To fulfil its role, the CEG and UK Power Networks developed a formal challenge process for raising, remediation and 

remedy of any potential challenges raised by the CEG during their role, this process was controlled through the CEG 

Heads Of Group. This process is outlined below. 

 

Figure 1: Our CEG’s assessment of our plan 

 

1. CEG Request for Information – Using their developed criteria the CEG would request information from us to help 

them form a view as part of their assessment. 

2. UK Power Networks’ Response – Typically, this would be through a meeting, however some questions, 

particularly around requests for data, were provided in a written response. 

                                                           

6 Please see Annex 2 for all formal CEG review criteria. 
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3. CEG Update Dashboard – The CEG, using its dashboard, provided a red, green or pending status against each of 

the assessment criteria with a narrative to help inform the next step in the challenge process. This status would be 

applied only to areas considered material.  

4. UK Power Networks Respond or No Further Action Required – For green rated areas, a response was not 

required. For pending areas, a rating would be provided once further material had been received.  

5. CEG Raises Issue or Challenge – For red rated areas, this could result in an issue or challenge being raised 

depending on the strength of the CEG’s view. Essentially this would, in the CEG’s opinion, indicate a deficiency 

against its assessment criteria. These issues or challenges were logged to capture the nature of views and 

responses from both the CEG and us, along with any disagreement. 

6. CEG Finalises Position – Using the above information, the CEG wrote its 50-page report for Ofgem.   
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3.1 Introduction and recruitment process 

With support from an external consultancy, we recruited the CEG Chair who supported us in developing and delivering our 

CEG process. A long list of candidates was assessed against relevant criteria and the three leading candidates were 

interviewed by our CEO and the Director of Strategy & Customer Service of UK Power Networks. Information on the three 

leading candidates was provided to Ofgem in the course of the selection process. The preferred candidate was 

subsequently put forward for final approval by Ofgem.  

The CEG Chair was responsible for recruiting the members including the appointment of working group Chairs. A long list 

of candidates was assessed against the required skill sets and shortlisted candidates appointed by the CEG Chair. Each 

member signed a contract with us in the form of a letter of appointment and agreed to the Terms of Reference of the CEG. 

The contract recognises that CEG members are independent of UK Power Networks.  

3.2 The CEG Chair 

The Chair’s role was to Chair the Customer Engagement Groups (the Core and Heads-Of Group along with the Regional 

and the three individual specialist groups) which provided challenge to our Business Plans for RIIO-ED2. With our support, 

the Chair also established the independent Secretariat to the CEG. The Secretariat provided secretarial and 

communications support to the working groups so that their work was planned, co-ordinated, effective and efficiently 

discharged. They also maintained a register of risks to the success of the CEG. 

The CEG Chair’s role included: 

 Make decisions about the direction, conduct and performance of each of the Groups, with advice from members 

and, where appropriate, from UK Power Networks. 

 Chair the meetings of the CEG and promote open and informed discussion of the issues, in line with the remit of 

the CEG. 

 Ensure that CEG members have the information and other resources they request and need to challenge UK 

Power Networks’ Business Plan. 

 Be the CEG’s contact with the Board of UK Power Networks. 

 Agree with the Company any changes to the CEG’s Terms of Reference. 

 Manage the work of the CEG Secretariat. 

 Meet Ofgem and its Challenge Group periodically to provide feedback on its proceedings. 

 Unless agreed otherwise with CEG members, attend any hearings that Ofgem convenes with respect to UK 

Power Networks’ RIIO-ED2 Business Plan. 

 

In addition, the working group Chairs worked with the CEG Chair and the CEG Secretariat to ensure that all working 

groups are clear about their Terms of Reference, work programmes and relationship with the Core Group and that they 

were properly resourced to make a full contribution to the CEG. All members were instructed to provide constructive, 

informed and objective challenge in line with the CEG’s remit and according to their skills, knowledge and experience. 
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3.3 CEG members: roles and experience 

Members of the CEG provided constructive, informed and objective challenge to our plan to ensure that the diverse and 

changing needs of our 8.4 million customers have been properly understood, balanced and reflected in the plans. The CEG 

had a maximum of 17 individuals split across the various working groups, as outlined below. 

Table 5: CEG Members 

Name Picture Biography 

Ann Bishop 

CEG Chair 

 

Ann has worked for more than thirty years with regulated 
infrastructure businesses and regulators in the UK and 
internationally. She was the founder of Indepen, which is 
known for promoting constructive challenge to the status quo 
and has convened and chaired cross disciplinary groups to 
address controversial issues in the public, private and third 
sectors. She has a wealth of governance experience from 
working with boards and leading panels. 

Jeff Hardy 

Deputy CEG Chair 

Chair of Sustainability 
Working Group 

Reliability Working Group 

 

Jeff is a Senior Research Fellow at the Imperial College 
London Grantham Institute where he researches the future low 
carbon energy system, engagement with it and what 
businesses will be operating in it. He is also a Non-Exec 
Director at Public Power Solutions, a low-carbon power and 
waste company. Previously he was Head of Sustainable 
Energy Futures at Ofgem, and Head of Science for Work 

Group III of the Intergovernmental Panel on Climate Change. 

Nigel Cornwall 

Co-Chair of Reliability and 
Resilience Working Group 

Eastern Working Group 

Sustainability Working 
Group 

 

Nigel is a respected independent commentator on competition 
in energy markets and their regulation. He is founder and 
Director of Cornwall Insight and founder of New Anglia Energy, 
a company supporting local energy markets in Norfolk and 
Suffolk and developing regional leadership. Nigel has 
extensive experience of energy restructuring in the UK and 
internationally in both the public and private sectors, especially 
governance related aspects. 

Peter Bennell 

Co-Chair of Reliability and 
Resilience Working Group 

Customer Working Group 

Eastern Working Group 

 

Peter is an experienced leader, director, and consultant whose 
skills have been developed during a varied career of more than 
35 years in the energy industry including twelve years’ 
experience at Board level in major plcs and a further 10 years 

as founder, CEO and then Chairman of Haven Power. 
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Ashleye Gunn 

Chair of Customer 
Working Group 

London Working Group 

 

Ashleye is an independent consumer policy consultant 
specialising in competition, customer satisfaction and 
stakeholder engagement in regulated consumer markets. She 
brings over 25 years of consumer behaviour, policy and 
research expertise. She provides in depth insight into 
consumer behaviour and the factors necessary to achieve the 
engaged consumers essential for truly successful markets, 
designing the exceptionally successful collective switch 

consumer engagement trials for Ofgem in 2018-19. 

Dr Ralitsa Hiteva 

Sustainability Working 
Group 

South-eastern Working 
Group 

 

Dr Ralitsa Hiteva is a Research Fellow in infrastructure 
governance and business model innovations at the Science 
Policy Research Unit at the University of Sussex. Ralitsa has 
over 15 years of experience carrying out research on 
sustainability, fuel poverty and low carbon transitions. An 
energy geographer by training, Ralitsa specialises in bringing 
together different perspectives, policy, industry and society. 

Peter Atherton 

Reliability and Resilience 
Working Group 

London Working Group 

 

Peter is an Associate with FTI Consulting, Cornwall Insight, 
Stonehaven, and Sustainability First, where he provides advice 
to corporate and government agencies on energy market 
issues. Peter previously spent 20 years as an equity analyst 
covering the pan European Utility sector. 

Phil Lawton 

Reliability and Resilience 
Working Group 

Sustainability Working 
Group 

 

Phil is at the heart of the Energy System Catapult’s Power 
Systems Practice playing a key role in the Future Power 
System Architecture Project. Phil was sponsored by Norweb, 
now Electricity North West, studying engineering at Cambridge 
University. He transferred to the CEGB and joined National 
Grid. He currently works part time for the Energy Systems 

Catapult. 

Anne Van Schrader 

Sustainability Working 
Group 

Customer Working Group 

 

Anne is a digital and innovation executive and former board 
member and Chief Digital and Innovation Officer of Visa 
Europe. Anne’s expertise lies in Digital Transformation and in 
creating and implementing high impact strategies to enable the 
adoption of consumer products and solutions. Anne is the 
founder of Marelle Consulting working with companies seeking 
to transform and accelerate their Digital and Innovation 

agendas. 
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Nicholas Pollard 

Reliability and Resilience 
Working Group 

Sustainability Working 
Group 

 

Nicholas Pollard is an experienced CEO who has led 
businesses across the UK, Middle East, and Asia-Pacific. A 
purposeful leader with a flair for turnarounds, Nick currently 
serves as Chair (Construction & International) at Interserve 
Group. Nick made a real difference as an executive at 
Railtrack, Network Rail, Skanska, Bovis Lend Lease, Navigant 

and Balfour Beatty. 

Sarah Chambers 

Customer Working Group 

 

Sarah is an expert in regulation, competition and consumer 
policy. She is currently Chair of the Legal Services Consumer 
Panel, and of the Renewable Energy Consumer Code 
applications panel, and a member of the Pensions Regulator 
Determinations Panel, the Judicial Appointments Commission, 
and the board of the Electoral Commission. Until 2018 she was 
a non-executive director and Panel Member of the Competition 

& Markets Authority and the CAA consumer panel. 

Andrew Mackintosh 

Eastern Working Group 

Customer Working Group 

 

Andrew was, until recently, Director of Government and 
Regulatory Affairs at Calon Energy,for 5 years. With over 30 
years of working in heavily regulated and highly political 
sectors, Andrew joined the Macquarie backed Calon Energy in 
early 2015 (Calon Energy owns three gas fired power plants 
(CCGTs). He is currently Head of Government Relations at 
Getir, a Silicon Valley backed tech start up that is a global 
leader in the super-fast delivery sector. 

Nikki Stopford 

South-eastern Working 
Group 

Customer Working Group 

 

Nikki is a research, content and publishing professional with 
over 20 years’ experience, and a background in business and 
public sector policy. She specialises in delivering positive 
impact for businesses and consumers through applied 
research, engagement, education and action. She’s held 
executive and non-executive positions. For 10 years she was 
Group Director of Research and Publishing at Which?. 

Julia Pyke 

London Working Group 

 

Julia is Director of Financing for Sizewell C, and is working with 
Government to identify an innovative way for Sizewell C to be 
funded at best value to electricity consumers, and with 
potential investors and lenders to raise the capital required. 
Prior to her move to Sizewell C, Julia was Head of Power and 
Renewables for UK, US & Europe at Herbert Smith Freehills 
LLP. From HSF she led a cross-practice team advising on 

nuclear, wind, biomass and tidal projects. 
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Dan Byles 

London Working Group 

Sustainability Working 
Group 

 

A leading figure in the technology sector, Dan chairs Smarter 
UK – the UK smart infrastructure initiative within techUK – and 
chairs the British Standards Institute (BSI) Standards Policy & 
Strategy Committee, focussing on digital transformation. A 
former politician heavily involved in energy and technology, 
Dan is a highly effective and experienced speaker and 
communicator and is the Chief Commercial Officer at artificial 

intelligence start-up UnifAI Technology. 

John Hargreaves 

Secretary 

 

John is Director of Indepen, a consultancy working with 
infrastructure businesses facing the challenges of regulation, 
deregulation, competition and restructuring. An economist by 
background, John has been a lecturer, a civil servant and has 
worked in management consultancy and in corporate finance 
teams. He has advised regulated industries since privatisation 
through price reviews and industry reform, and has worked the 
UK, Australia, and SE Asia. 

Peter Vicary-Smith  

Former Chair of Customer 
Working Group 

Former member of the 
Eastern Working Group 

 

Peter is the Director of theconsumerfirst ltd., a consultancy 
specialising in putting the consumer front and centre of 
business and public sector decision-making. He spent the last 
14 years as Chief Executive of Which? the largest consumer 
organisation in Europe. In that role he specialised in advocacy 
work in financial services, utilities, rail and the nature of 
regulation. He was also the President of BEUC. 

 

Peter was Chair of the Customer Working Group, but stepped 
down from the CEG in July 2021 to concentrate on other work 

endeavours. 
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4.1 Formal CEG Challenges from Draft Business Plan Review 

Across our Business Plan development process the CEG raised 11 formal challenges.  These were raised on an early draft 

of our plan, shared with the CEG in March 2021.  All bar one was addressed for the initial submission to Ofgem in July 

2021.  The details of these challenges can be found below in Sections 4.1.1 through to Section 4.1.11, and for each one 

the nature of the challenge is explained, along with what UK Power Networks did and the resulting material benefit from 

addressing them. 

4.1.1 Report Challenge 1 - Priorities and approach 

 

Context 

Context 

We have developed a Business Plan and strategic approach relying on both the use of base case (ex-ante) funding 

allowances, sought during the initial determinations of the control, alongside the inclusion of a variety of Uncertainty 

Mechanisms (UMs).  

The Challenge 

The challenge is that the Draft Business Plan (DBP) did not meet Ofgem’s requirements around “overall priorities and 

approach”, as it was not soundly based on a strategic analysis and consideration of external factors. The key points within 

this challenge amounted to: (i) Not explaining how the range of changes happening within the energy system could impact 

our activities and strategy (ii) Not justifying why our strategy is the best for customers (iii) Not engaging with local 

authorities (LAs) early enough, stating if we had done so, this might have resulted in more certainty for ex-ante and 

strategic investment (iv) Limited whole systems thinking. 

What UK Power Networks did 

Ofgem’s Business Plan Guidance provides direction on the content, length and structure of our core narrative and thus this 

limits the extent as to how much narrative we can include on why our approach is in the best interests of our customers.  In 

response to this challenge we therefore held two meetings with the CEG, providing the evidence as to why we have 

adopted our strategic approach, this included:  

 Providing a strategy presentation which included a summary PESTLE analysis which built on our previous horizon 

scanning work.  

 Providing a summary of the relative merits of our strategy vs. two counterfactual strategies that has been 

evaluated both on a qualitative and quantitative basis from the perspective of customers and shareholders.  

 Supplementing the above strategy presentation with a summary of the key risks associated with our approach and 

how we intended to mitigate such risks. 

In addition to the above we also made the following observations: 

 The CEG’s statement that better, earlier and more structured engagement with local authorities could have 

resulted in more certainty (e.g. ex-ante investment) is fundamentally flawed. The issues related to LAs and their 

role in local area energy planning are far greater than just engagement with their DNO. It is widely noted from a 

range of reports that many LAs currently lack the skills, resources, funding and powers to make climate 

emergencies actionable at scale. This is evidenced in the Local Government Association’s Climate Change 

Survey 2020 and the CCC report issued December 2020. UK Power Networks has been proactive in working with 

local authorities to address issues, hence our work under Charge Collective and the work we have been doing on 

piloting an evidence framework to guide local authority planning such that investment can be unlocked efficiently 

and consistently.  

 We updated our Business Plan document to include further details on our whole systems thinking based on 

feedback from the CEG and Ofgem’s Challenge Group. 

Impact 

As a result of the CEG challenge we substantially increased the weight of evidence behind why we believe our approach is 

in the best interests of our customers and facilitating the Net Zero transition.  In response to this, the CEG concluded on 

the 7th June that our strategy is indeed an ambitious approach for RIIO-ED2. 

 

 

Status: Addressed in the Initial Business Plan (1-July) 
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4.1.2 Report Challenge 2 - Consideration of Base Case 

 

 

Context 

We have developed a Business Plan and strategic approach relying on both the use of base case (ex-ante) funding 

allowances, sought during the initial determinations of the price control, alongside the inclusion of a variety of Uncertainty 

Mechanisms (UMs). These UMs will allow for allowances to be unlocked based on the utilisation of the network and 

capacity that is required. Together, base allowances and UMs would combine to form the overall totex expenditure 

package.  

The Challenge 

The challenge is that we have developed a “low regret approach” for the plans support for Net Zero - with an over-reliance 

on scaling of delivery using uncertainty mechanisms, and an under-reliance on forecasted ex-ante justified expenditures 

sought through base allowances. The CEG view that this approach: (i) Increases uncertainty in the levels of customer bills 

(company revenues) required to deliver Net Zero; (ii) Increases the risks in delivery of Net Zero based investments due to 

the reliance on scaling investments at shorter notice based on realised demand and (iii) Does not consider counterfactuals 

sufficiently to allow for a clear comparison in the costs and benefits of an approach relying more so on forecasted ex-ante 

base expenditures. 

What UK Power Networks did 

In addition to the approach outlined for Challenge 1, we undertook further stress testing of alternative scenarios of higher 

investment from the perspective of workforce resilience such that our plans could better articulate and evidence how it will 

flex up resources as required. We presented this approach to CEG members on 13 May 2021 for discussion.  

We also reinforced our view that a high performing network company that seeks to deploy its capital efficiently and in the 

best interests of consumers would need to understand how it can meet demand wherever it may arise, and this is true 

regardless of whether it seeks a large ex-ante totex allowance or not.  We recognise that we must be ready to 

accommodate the whole range of scenarios that could emerge, but that customers shouldn’t have to pay upfront.  We can 

do this if we can use well designed uncertainty mechanisms coupled with an agile business mind-set that uses the power 

of data, new business functions and deep collaboration with relevant stakeholders to ensure we deliver the network that 

our customers require at the right time. 

Impact 

Our response to this challenge further increased the level of stress testing we had undertaken against our Workforce 

Resilience Strategy.  This provides greater evidence and confidence to our CEG and ultimately our customers and 

stakeholders that our plan and our resources can flex to deliver different outturn scenarios, ensuring we can meet any level 

of demand that materialises. 

We also significantly improved our strategy on how we would manage uncertainty which we capture in a new chapter, 

Section 8: Decarbonising our communities, Section 16.2: Managing external uncertainty and in a detailed appendix, 

Appendix 23: Uncertainty mechanisms.  

4.1.3 Report Challenge 3 – Stretch and Ambition in the plan 

 

 

Context 

We have developed an ambitious plan which has relied on customer and stakeholder engagement to support the 

development of the approach, expenditures and specifically the commitments within the plan. A key feature of the p lan’s 

development included the five-phase customer engagement programme which was used to shape ambition around the 

depth and breadth of our proposed activities.  

The Challenge 

The CEG challenge is that while deliverable, the plan is not stretching or ambitious and in specific areas does not fully 

mirror the wants and desires from customers on the breadth and / or depth of proposed activities to be delivered. This 

includes views that the plan will not enable and support achievement of the stated ambition on decarbonisation and runs 

the risk of ‘applying the brakes’ to customer ambitions resulting in an inefficient pathway.  

  

Status: Addressed in the Initial Business Plan (1-July) 

Status: Addressed in the Initial Business Plan (1-July) 
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What UK Power Networks  did 

Our responses to Challenge 1 and 2 addressed the main areas of this challenge.  In addition, we explained that the 

engineering approach is similar regardless of whether a company requests allowances up front or through in period 

adjustments enacted through uncertainty mechanisms. We did not agree that our strategy means a lack of leadership. Our 

approach is to be proactive, but that customers should not bear the risk of higher bills given the uncertainty of 

decarbonisation pathways. Expenditure in the Business Plan will flex in line with customer demand and it will enable the 

transition to Net Zero at the speed that each local authority/region desires. We believe our plan is absolutely a Net Zero 

compliant plan. 

To reflect the above points, we updated the Executive Summary and Managing Uncertainty sections of the Business Plan 

to make this point clear to the reader and therefore address this challenge.  

Impact 

As a result of the CEG challenge we substantially increased the weight of evidence behind why we believe our approach is 

in the best interests of our customers and facilitating the Net Zero transition.  By bolstering this evidence, we were able to 

better articulate why our approach is ambitious in facilitating the Net Zero transition, whilst still protecting the interests of 

our customers. 

4.1.4 Report Challenge 4 - Customer preferences 

 

Context 

Given the changing context of the energy sector and the way in which customers’ relationship with the energy sector is set 

to change, we have built our most extensive customer and stakeholder engagement programme ever.  Our programme of 

research set out to allow the end customer to have their voice heard and ultimately help shape our Business Plan. 

The Challenge 

This challenge can be summarised across a number of key points: (i) The need to be more precise in our articulation of the 

customer research programme, e.g. reviewing terms such as ‘blank sheet of paper’ and ‘co-design’ (ii) The need to review 

our interpretation of research findings to ensure that any claims are soundly based and well evidenced (iii) Better 

articulation of how we have addressed the CEG’s input on research methodology and triangulation approach. 

What UK Power Networks did 

We updated the Business Plan core narrative and appendices to address the CEG’s feedback. As discussed with the CEG, 

we have undertaken our most wide-ranging customer research programme ever. Ensuring that the research is used 

appropriately to evidence Business Plan commitments is key. In addition, we explained the natural limitations of any 

research method and how this has been reflected in our understanding and interpretation of research findings. 

We also agreed with the CEG Chair and representatives from the Customer Working Group that we would undertake 

further discrete pieces of customer research if required and would allow appropriate CEG involvement to scrutinise our 

commission of this work between July and December. 

Impact 

By being more precise in our reference to the insight from our engagement programme it has enabled a more transparent 

and legitimate plan.  CEG challenge in this area in particular has led to a greater understanding of the importance of 

providing customers with appropriate context to make informed decisions and provide useful insight.  This feedback has 

not only helped us in the subsequent commission of research with external providers but unquestionably helped us shape 

our strategy for ongoing engagement within RIIO-ED2. 

4.1.5 Report Challenge 5 - Addressing customer preferences 

 

 

Context 

A key area of our stakeholder engagement programme is the interpretation and triangulation placed on the findings of our 

engagements, alongside wider influences on the role and approach being taken. Our Plan has needed to take account of 

factors such as the underlying regulatory backdrop of RIIO-ED2, other governmental and legislative influences such as Net 

Zero legislation and the topography and structure of the networks which we manage. Taken together alongside our 

consumer priorities, these factors have shaped our approach to the commitments within the Plan. 

Status: Addressed in the Initial Business Plan (1-July) 
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The Challenge 

The challenge is that we have not addressed the needs and preferences of customers in specific areas such as: (i) 

Improving service to Worst Served Customers; (ii) Ameliorating the risk of flooding; and (iii) Facilitating Net Zero. We were 

asked to justify our decisions on customer research especially in areas where commitments were not seen by the CEG to 

be as ambitious as customer preferences may indicate from our Phase 4 Options Testing. 

What UK Power Networks did 

We have reviewed all our commitments in the areas identified by the CEG to ensure we have a robust justification for our 

position. Where necessary, further explanation was provided in the appropriate Engagement Summary and Line of Sight 

documents for each topic area. The decision on the level of ambition of any commitment considered other factors in 

addition to customer preference including deliverability, value for money and legal and regulatory requirements such as 

those stated in Ofgem’s Business Plan guidance.  Consideration of all these factors ensures we have a compliant and well-

justified plan that delivers on customer and stakeholder needs.  Through undertaking this review we subsequently 

enhanced our commitments for worst served customers and our work to reduce the number of customers’ electricity 

supplies at risk of flooding. 

Impact 

By being more precise in our reference to the insight from our engagement programme, particularly how the individual 

commitments were derived we have enabled a more transparent and legitimate plan. CEG challenge in this area has led to 

a greater understanding of the importance of clearly illustrating the myriad of factors which come together through 

triangulation to influence the underlying ambition within our plan.  Additionally, enhancements to two commitments on worst 

served customers and flooding protecting has led to greater customer benefits. 

4.1.6 Report Challenge 6 - Engagement for RIIO-ED2 

 

 

Context 

Addressing the challenge of the energy transition and facilitating others to progress toward a Net Zero future requires our 

business to change, but arguably it requires our customers to make even bigger transformations to their lives. Therefore, 

we sought to gather insight from our customers and stakeholders by designing our most extensive ever engagement 

programme to enable us to understand their views and deliver on their priorities within our Business Plan.  

The Challenge 

The key challenge was around the effectiveness of our engagement programme including: (i) Better explaining the purpose 

of each phase of research and engagement; (ii) Explaining more about how we tried to overcome the difficulties of 

conducting research in a “low knowledge and awareness” sector; (iii) Reviewing use of the term ‘co-design’ such that it 

reflects where this has been specifically undertaken; and (iv) Overall, being clearer on how stakeholder engagement has 

changed the nature and content of the plan. We note that the CEG had written this challenge without having reviewed the 

full suite of Engagement Summary documents which were provided in tranches. 

What UK Power Networks did 

We provided an extensive suite of Engagement Summary and Line of Sight documents that explained the strategic 

questions in which we sought answers to, what we learnt from the engagement / research activities, the strength of 

evidence upon which interpretation is based and how the insight has led to the commitments within our plan. We met with 

the CEG to review this documentation, and then together decided to further develop several of the documents in a number 

of areas to bring them up to the same level of quality as other, higher quality outputs (e.g. reliability, resilience and 

connections).  

Impact 

By being clearer in our illustration of our learnings, methodologies and delivery of our stakeholder engagement programme 

we have enabled a more transparent and legitimate plan. CEG challenge in this area in particular has led to a greater 

understanding of the importance of clearly illustrating the key strengths and areas of weakness with different engagement 

approaches and has allowed us to better communicate why our plan was formed on the use of balanced and effective 

engagement.  

  

Status: Addressed in the Initial Business Plan (1-July) 
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4.1.7 Report Challenge 7 - Ongoing engagement in RIIO-ED2 

 

 

Context 

We need to ensure that we are alive to public sentiment, attuned to changes in the marketplace and are listening to a 

broad range of voices, understanding their needs and triangulating the outputs to make the best possible decisions. Our 

ongoing engagement strategy therefore will put customers, stakeholders and citizens at the heart of our ongoing decision-

making process. 

The Challenge 

The challenge is that we need to provide further detail on our ongoing RIIO-ED2 engagement strategy so that it is clear 

why we will engage, how we will engage (including new approaches in RIIO-ED2) and how we intend to measure quality 

and effectiveness. 

What UK Power Networks did 

We met with the CEG to discuss their views and agreed on a number of areas including: (i) Clarity on why we are engaging 

with individuals or groups with a sharp focus on what outcomes we are aiming for; (ii) Better co-ordination of different types 

of engagement to maximise value and robustness, appreciating the strengths and weaknesses of modes of our 

engagement; (iii) A new longer-term, cumulative, continuously improving and flexible approach; (iv) Ensuring that insight is 

appreciated and used appropriately to serve the overall business strategy; (v) Improvements in governance, resourcing 

and quality management of the engagement approach; and (iv) Further development of how we will evidence the quality of 

the engagement work through independent external accreditation and assessment, where appropriate. 

Impact 

With robust challenge from the CEG, we have a much sharper strategy for ongoing engagement for RIIO-ED2, with a clear 

strategic purpose for the proposed approach. CEG challenge in this area has led to a much better articulation of our 

proposed ongoing engagements, including the interaction between different engagement routes and how to make best use 

of the avenues available to us. Ultimately, the CEG feedback in this area has also helped us take stock from our learning 

from our RIIO-ED2 enhanced customer and stakeholder engagement approach such that we could use it to shape our 

ongoing strategy for RIIO-ED2 and beyond. 

4.1.8 Report Challenge 8 - Organisational Resilience 

 

 

Context 

We have taken resilience planning seriously in our organisation for a number of years. Our focus in RIIO-ED2 remains one 

of continuous improvement and never letting complacency set in. We have set our sights on achieving leadership and best 

practice in organisational resilience because it is needed to ensure we can meet customer expectations in the longer-term, 

and because we recognise this is a clear priority for government and policy makers. 

The Challenge 

The challenge for us is to further demonstrate our organisational resilience to changes that we expect and to changes we 

do not expect, key points included: (i) To better explain our organisational resilience framework to avoid an incorrect 

perception that it is linear and static; (ii) To articulate how our organisational resilience approach will enable us to respond 

to external shocks in RIIO-ED2, including how we will flex up to deliver greater levels of Low Carbon Technologies (LCTs) 

connected to its networks; (iii) How we intend to attract and retain talent by being an inclusive and diverse organisation; 

and (iv) A specific point about senior management stretch. 

What UK Power Networks did 

We updated the Business Plan core narrative and appendices to address the CEG’s challenge. As agreed with the CEG 

and with their challenge, we worked to further outline the culture, governance and continuous improvement that we plan to 

deliver in this area. Specifically, in the Workforce Resilience chapter, we worked to outline the additional resources we will 

need to deliver in RIIO-ED2 including in order to accommodate increasing LCTs in line with Net Zero scenarios. We also 

developed a number of additional areas within the plan, including: (i) How resilience will need to evolve given the changing 

context in RIIO-ED2 (e.g. greater reliance on digital tools, connectivity, customer flexibility); and (ii) Further improvement to 

our inclusion and diversity strategy to be more targeted on the areas identified in the National Equality Standard 

Status: Addressed in the Initial Business Plan (1-July) 
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assessment for further improvement. We also discussed the CEG’s observation on management stretch based on our 

data.  

Impact 

Based on the CEG’s challenge, our expanded approach to organisational resilience better articulates how our plan will 

deliver in line with the challenges we might face across RIIO-ED2 and beyond. CEG challenge in this area in particular has 

led to a greater understanding of the preparation and forecasting required to ensure we are sufficiently prepared to provide 

best in class services during the periods of rapid change we expect to see within the sector. 

4.1.9 Report Challenge 9 – Commitments 

 

 

Context 

The RIIO-ED2 Business Plan was developed through engagement with customers and stakeholders, resulting in many 

commitments being informed by their views. The commitments have been split across the key topic areas of our plan. 

Delivering these outputs will ensure we deliver a strong, justified and impactful plan for our customers and stakeholders 

across RIIO-ED2. 

The Challenge 

The challenge is that many of our commitments in the draft Business Plan did not show the link to customer outcomes 

clearly. The CEG noted that: (i) We need to provide a clear link between commitments and customer outcomes; (ii) We 

must be clear on how the proposals in the Business Plan will benefit customers or society (e.g. DSO); and (iii) We must 

explain clearly where commitments are contingent on events in RIIO-ED2 (e.g. uncertainty mechanisms operating). 

What UK Power Networks did 

We reviewed all our commitments to ensure that they are specific, measurable, relevant and time bound and updated the 

Business Plan core narrative and appendices to reflect this. Where customer outcomes can be clearly and sensibly linked, 

we ensured these were described against the relevant commitment, and where any commitments were contingent on 

events in RIIO-ED2 we clearly stated this. 

Impact 

Our commitments are better illustrated, and now further outline the underlying delivery mechanics, methodologies and 

performance indicators which we will use across RIIO-ED2 to ensure our customer outputs are met. We have developed a 

better understanding of the prospective timelines for the delivery of our commitments, with the CEG feedback helping us 

maximise the likelihood of achieving these goals.  Our commitments also signpost the customer/stakeholder engagement 

insights that support the commitment. 

4.1.10 Report Challenge 10 - Regional plans 

 

 

Context 

Throughout the RIIO-ED2 engagement plan we have looked to engage with customers within the three specific DNO 

regions, and to look for and reflect the concerns and priorities of these different customers. Our engagement programmes 

were developed regionally, seeking survey responses and direct local authority engagement from within our three 

individual regions. Where differing regional perspectives exist, we have subsequently looked to account for these where 

possible within the individual areas of the plan, including on the proposed commitments to be met across RIIO-ED2. 

The Challenge 

The challenge is that our Business Plan does not sufficiently demonstrate regional thinking and approaches. The key 

challenge points are for us to provide further information that the plan is based on regional evidence, including customers’ 

needs and preferences, strategic investments and regional engagement undertaken. 

What UK Power Networks did 

We produced three separate regional documents for each of our three license areas. These documents use simple 

language and avoid jargon to explain our role, outlining the views of customers, specific regional factors or challenges and 

Status: Addressed in the Initial Business Plan (1-July) 
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highlight how our commitments will provide benefit to the region, different customer types and local authorities in helping 

them progress local area energy planning. These documents sit alongside our final Business Plan. 

Impact 

By producing these three, much shorter and accessible versions of our core Business Plan we hope to connect to 

audiences we haven’t historically reached out to in such a proactive way. These documents represent the start of a journey 

of increased engagement with our customers, and indeed less informed stakeholders on our role in society and how we will 

support them in adopting new low carbon technologies as society transitions to Net Zero.  They also act as a useful 

signposting for members of the public to get involved with our ongoing engagement programme. 

Producing documents that succinctly articulate what we do in an accessible format for our customers in what is a low 

awareness sector has not been without its challenge.  But we recognise this is a barrier we must work to overcome given 

the greater interaction our customers will have with the energy sector as they decarbonise their lives.  This process has 

undoubtedly provided useful learning that will be built upon as part of our ongoing engagement strategy. 

4.1.11 Report Challenge 11 - Consistency and assurance 

 

 

Context 

The draft version of our plan was constructed to test the format, tone and delivery of the underlying document suite, as well 

as provide the first initial documents for the CEG to run an initial encompassing review.  

The Challenge 

The challenge is that the draft Business Plan contains examples of inconsistencies and is missing cross references.  

What UK Power Networks did 

As was originally the plan, we developed an assurance process (with our RIIO-ED2 Committee and Board) that 

incorporates consistency and quality checks for the Business Plan and associated appendices for the July and December 

submissions. We worked to further outline for the CEG, the validity and independence of these reviews including (i) 

confirming any assurance was undertaken by an independent party and not by individuals working on wider UK Power 

Networks work; and (ii) Further clarifying the role of the assurance providers within the Business Plan documents. 

Impact 

By undertaking a wide-ranging assurance process across multiple levels, we can be confident in the content of our plan, 

helping to build legitimacy and trust with its content and ambition. 

  

Status: Addressed in the Initial Business Plan (1-July) 
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4.2 CEG Scrutiny Areas Post July Business Plan Review 

Between submitting the initial Business Plan to Ofgem in July 2021 and the final version in December 2021 the CEG raised 

no further formal challenges on our Plan.  The nature of the CEG’s interaction with us from July onwards to pick-up and 

address any outstanding issues was formalised through a series of targeted Scrutiny Sessions.  There were no fewer than 

15 Scrutiny Sessions covering 11 topic areas.  The Sections below (4.2.1 – 4.2.11) demonstrate how we have responded 

and made amendments to our Final Business Plan following the interaction at these sessions held with the CEG. It serves 

to aid in the identification of the impact the scrutiny process has had, and to provide evidence that the actions agreed as 

part of this process have been completed.  

Each topic section below has been structured by listing the specific questions tabled ahead of the Scrutiny Sessions and 

then providing a short summary of the engagement that was held between us and the CEG on those questions.  The 

section then follows with the specific actions relevant to the development of the Final Business Plan alongside a reference 

on where to navigate to in the plan to locate our response. 

The topics where Scrutiny Sessions were held were as follows: 

 Facilitating Net Zero – Strategic Narrative 

 Whole Systems 

 Data and Digitalisation 

 Competition 

 Organisational Resilience 

 Reliability and Resilience 

 Ongoing Engagement 

 Regional Support 

 Research and Engagement 

 Vulnerability 

 Consumer Value Propositions (CVPs) 

4.2.1 Facilitating Net Zero – Strategic Narrative 

 

Context 

Scrutiny Questions 

1. Does the Strategic Narrative meet the CEG Terms of reference with regards to: 

o Reflecting the results of the customer and stakeholder engagement and research 

o Addresses the preferences of UK Power Network’s customers and stakeholders, including balancing 

conflicting interests 

o Clearly articulates UK Power Network’s priorities and approach, including that relating to energy system 

change, Net-Zero, just transition, environment, outputs & budget, innovation, competition and uncertainty 

2. The extent to which the strategic narrative addresses the relevant challenges raised by the CEG in our assessment of 

the March plan and UK Power Network’s response. 

3. The extent to which the individual sections of the Business Plan clearly support the strategic narrative (e.g. core 

narrative chapter, annexes, EJPs, engagement summaries). 

What UK Power Networks did 

We held two meetings with the CEG on the 20th and 22nd September.  This involved sharing a draft text of a new chapter 

that is titled “Decarbonising our communities” with feedback from each session being considered and updated as 

appropriate.  Specifically, we undertook the following action listed below: 

No. Actions Reference 

1 

We will restructure the new Facilitating decarbonisation 

chapter to: 

 Articulate how we will build our intelligence using 

monitoring and data, then overlay local intelligence 

to form a fuller picture of low carbon technology 

(LCT) deployment and ambition. 

We restructured and bolstered the descriptions across 

a renamed chapter (Decarbonising our communities), 

and developed an accessible infographic to aid the 

articulation of the strategy: 

Chapter 8: Decarbonising our communities >> 

Delivering on our strategy 
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 Explain how we are taking a balanced approach to 

Net Zero investment to protect both customers 

today and into the future 

 Explain the pre-requisites that are required from 

the regulatory framework to ensure this strategy 

delivers on our ambition 

 Be clear on the monitoring in place to provide early 

warning of LCT uptake and to aid strategy 

implementation 

 Be clear on the proposed KPIs that will be used to 

articulate the success of the strategy. 

 

We have also improved the success measures in light 

of the challenge from the CEG regarding forecasting 

and utilisation accuracy.  

4.2.2 Whole Systems 

 

Context 

Scrutiny Questions 

1. What is UK Power Network’s definition of what constitutes a whole system project?  

2. If a project involves a party not regulated by Ofgem, how will whole system thinking alter the associated cash flows? 

3. To what extent will UK Power Network’s whole systems approach be regionally differentiated?  

4. To what extent will UK Power Network’s approach on whole systems, including ongoing engagement, evolve in light of 

Ofgem's interpretation of whole systems and expectations? 

What UK Power Networks did 

We provided a written response to these questions initially on the 29th September, allowing the CEG enough time to review 

before running through our response and any additional questions in a dedicated session on the 5th October. Following this 

meeting we specifically undertook the following actions listed below: 

No. Actions Reference 

1 

We will acknowledge the value from avoided 
generation and that more work is needed to develop 
the frameworks that compensate those that facilitate 
this additional value being realised for consumers. 

We have now made very clear that we are looking to 
support development of the frameworks that enable 
whole system value to be captured by those who 
enable it. 

Chapter 12: Enabling Whole System Solutions >> 12.2 
Establishing a DSO 

2 
We will cross check the wider value that Ofgem’s full 
chain flexibility papers outline and include reference to 
it if appropriate in the Whole Systems chapter.  

We have cross-checked the benefits of flexibility as per 
the latest Ofgem/BEIS Smart System plan, which are in 
line with the “Flexibility in GB” report benefits, and this 
is referenced in: 

Chapter 12: Enabling Whole System Solutions >> 12.2 
Establishing a DSO 

There were no further references in Ofgem’s full chain 
flexibility web pages. 

3 
We will reference and make the link to wider social 
value (HMT Green Book guidance) as another area 
that will need to be considered in the future.  

We have added a reference to wider social value in: 

Chapter 12: Enabling Whole System Solutions >> 12.2 
Establishing a DSO 

4 

We will explain that we discussed how the flow of 
benefits / cashflows could work with our CEG and will 
signpost the reader to review the Whole System 
strategy for further details 

We updated the core narrative under Commitment 

WS4 with our approach, additionally we updated our 

Whole system strategy. 

Appendix 19a: Whole Systems >> Our proactive 
approach to enable the transition >> Whole system 
planning >> Developing routes to implementation 
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5 

In our Whole System strategy we will describe 
examples of how it could work in terms of value to third 
parties e.g:  

a. Charge Collective  

b. MSAs 

c. Telco alignment  

d. DSO service provision  

Examples and case studies added to the Whole 

systems strategy as follows: 

Appendix 19a: Whole Systems >> Our proactive 

approach to enable the transition >> Whole Transport 

>> Interventions with funding linked to uncertainty 

mechanisms 

Appendix 19a: Whole Systems >> Our proactive 
approach to enable the transition >> Whole Heat >> 
Our RIIO-ED2 Whole Heat interventions 

6 

In our Innovation strategy section we will make explicit 
reference to the work needed to develop the value 
frameworks underpinning whole systems that enable 
monetisation of the value where a solution does not 
exist today e.g. through the TIM or existing incentives. 

We included the investigation of whole system money 

flows in the Innovation core narrative under the theme 

on whole systems: 

Chapter 14: Innovation >> Our Innovation Themes >> 
Whole Systems 

7 

We will update the text under Commitment WS1 to 
explain that this will enable us to take a tailored 
approach to the needs of our regions, that this is about 
capacity building (DSO stakeholder feedback) and if we 
have structured feedback, attempt to show the split of 
“yes vs no” to the question of whether we are taking a 
responsible and proportionate approach. 

We updated Commitment WS1 to include “127 regional 

and local planning authorities” and updated text to 

clarify regional inputs: 

Chapter 12: Enabling Whole System Solutions >> 12.1 
Whole Systems >> We are proposing stretching 
commitments  >> Building Block 1 – Whole Systems 
Planning commitments >> Commitment WS1 

8 

Under WS1, we will make explicit reference to the fact 
that this is a changing area and upcoming policy such 
as the Net Zero strategy may shed more light and 
require us to adapt our Local Area Energy Planning 
framework that has been co-developed with our 
regional stakeholders. 

A paragraph has been added at the end of the 

Commitment WS1 section: 

Chapter 12: Enabling Whole System Solutions >> 12.1 
Whole Systems >> We are proposing stretching 
commitments  >> Building Block 1 – Whole Systems 
Planning commitments >> Commitment WS1 

9 
We will make an explicit reference as to why we 
believe whole electricity is whole systems and not BAU. 

We updated our introduction section of the Whole 

systems strategy and the Whole systems core narrative 

overview section in response: 

Appendix 19a: Whole Systems >> 1. Whole Energy 

System Strategy Introduction 

Chapter 12: Enabling Whole System Solutions >> 12.1 
Whole systems >> Overview 

4.2.3 Data and Digitalisation 

 

Context 

Context 

Scrutiny Questions 

1. How will UK Power Network’s plan demonstrate effective ways in using data resources to support its smart networks 

and the benefits its data resources and utilisation of data provides to a) stakeholders and b) customers?   

2. We would like to gain clarity on the tangible milestones that support and ensure that UK Power Networks delivers 

when planning for its own digital transformation (and workforce plan) to support a customer first approach with clear 

outcomes on the use of data (AI & Machine Learning) specifically for building best in class customer experiences and 

delivering more value to stakeholders and customers (including those in vulnerable circumstances) - highlighting 

where appropriate learnings from best in class organisations within (if applicable) and outside the energy sector. 

3. How will UK Power Network’s day-to-day working with data (including data from outside the energy sector) maximise 

benefits for its users while complying with security and privacy requirements? 

4. Could you provide a clear line of sight between major deliverables (in size/investment/necessity) and stakeholder and 

customer insights? 
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What UK Power Networks did 

We pulled together a paper that answered the above questions and held a session with the CEG on 15th October.  As a 

result of this session the below actions were developed and incorporated into the re-writing of the Data and Digitalisation 

chapter (now called ‘Unlocking the potential of digital and data’).  This was then shared with the CEG for on the 27 th 

October. 

No. Actions Reference 

1 

We will improve the core narrative and its articulation of 
the outcomes and benefits to the end customer, i.e. 
expanding on areas outside those already defined as 
attributable to customer services. 

We articulated the benefits of our approach to data and 
digital and how these amount to customers by basing 
them around the context of our seven Keys to Success: 

Chapter 13: Unlocking the potential of digital and data 
>> What this means for our customers 

2 

Linked to the above, we will be clearer in the narrative 
that data and digitalisation is a key enabler for rest of 
the Business Plan and associated outcomes, including 
being clear that without these investments, there will be 
adverse implications to the commitments and 
outcomes detailed in the plan and indeed there will be 
certain things we won’t be able to do at all. 

We have been clearer in the link to how our 
digitalisation and data portfolio works together to 
deliver business outputs: 

Chapter 13: Unlocking the potential of digital and data 
>> Our Plan 

3 

We will boost the description of how we have 
developed our plan with the input from others and how 
we have defined our key outputs, criticality and 
interdependencies.  Furthermore we will mention the 
importance of how we balance the realisation of value 
from data versus the associated risks.   

We have signposted learning from within and outside 
our sector: 

Chapter 13: Unlocking the potential of digital and data 
>> We will be leaders in the use of data and digital 

We have articulated the risks around data, such as 
trust, privacy and compliance: 

Chapter 13: Unlocking the potential of digital and data 
>> Our approach to delivery 

4.2.4 Competition 

 

Context 

Context 

Scrutiny Questions 

1. To what extent will UK Power Network’s plans on competition change between draft and final submission, specifically: 

early and late competition, competition in procurement, competition in connections, DSO related competition, NIA and 

SIF related competition and other relevant forms of competition. 

2. The CEG acknowledges the detailed discussions on competition in connections. We are interested in how does UK 

Power Networks feel its proposals on competition in connections compare to other DNOs and has UK Power Networks 

identified any learning opportunities?  

3. What analysis and evidence do you have from your customers and stakeholders in support of your proposals on 

competition? 
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What UK Power Networks did 

We developed a paper that answered the above questions and held a session with the CEG on 12th October.  As a result of 

this session the below actions were agreed. 

No. Actions Reference 

1 
We will modify our existing commitment on competition 
in connections to reflect access and charging reforms 

We moved the competition commitment from 
connections into the competition section of the plan 
and added additional text to highlight how we are 
proactively opening up competition in currently non-
contestable works and why it is beneficial for 
consumers. 

Chapter 15: Competition >> Competition >> 
Commitment COMP1 

2 

In the competition section, we will clearly explain: 

1) How our proposals go above BAU competition   
2) By when we expect the proposals to be 

implemented so that the reader is clear on timings  
3) The key considerations we have assessed e.g. 

competence, safety etc.  

3 
In the DSO section we will cross reference the new 
content in the competition section so that the reader 
can see the interlinkages with the DSO strategy 

We have clearly drawn this link with a specific 
reference to the competition section: 

Chapter 12: Enabling Whole System Solutions >> 12.2 
Establishing a DSO >> Our ambition is to be the 
leading DSO 

4 

In our DSO section we will make reference to the need 
to monitor the flexibility market carefully through 
ongoing engagement and feedback on our flex service 
procurements so that consumers are protected.    

We have added a specific section to cover this point in: 

Chapter 12: Enabling Whole System Solutions >> 12.2 

Establishing a DSO >> How we will engage customers 

and stakeholders, and ensure no customer gets left 

behind 

5 
In the Innovation section we will make reference to the 
fact that we want innovation to be inclusive to the 
broader market players  

We updated our Innovation Strategy foreword to 

include a key message that we will support new and 

small innovators. 

Appendix 20: Innovation strategy >> Foreword 

Further, we reference setting up a supply chain 
engagement and innovation hub to capture 
improvement opportunities and new ideas: 

Chapter 15: Competition >> 15.2 Native Competition 
>> How we work with our supply chain to deliver for our 
customers 

6 

In the competition section, we will include text that 
explains how we marry up competition with 
collaboration in a mature way reflecting our Chartered 
Institute of Procurement & Supply (CIPS) achievement:  

a) For standard services – we compete to get the 
best quality for the lowest price  

b) For innovative services we will collaborate and 
share intellectual property 

c) For strategic contracts (e.g. Alliance) we 
compete to get the best value and share 
pain/gain  (e.g. Alliance contracts) 

We added additional text and a table to demonstrate 
how our values guide our approach and how the use of 
innovative approaches ensures we maximise the value 
from our supply chain: 

Chapter 15: Competition >> 15.2 Native Competition 
>> How we work with our supply chain to deliver for our 
customers 

4.2.5 Organisational Resilience 

 

Context 

Scrutiny Questions 

1. Will the supply chain have the capacity to deliver under all of the scenarios?  What are the risks and consequences of 

non-delivery?  At what level of additional demand will problems arise? What are the contingency plan? In addition: 

o Have UK Power Networks experienced any issues from the ‘Pingdemic’/ HGV driver shortage/ Brexit 

particularly on material supplies? 

Status: Addressed in the Final Business Plan (1-December) 



 

 

- 34 - 

o What plans do UK Power Networks have to influence their supply chain to mitigate the effects of Brexit, the 

enduring effects of the pandemic including more home working and the shortage of HGV drivers?  

2. Do UK Power Network's plans for improving diversity go far enough?  What further steps could be taken to broaden 

community involvement? 

How are UK Power Networks going to support the general increase in decarbonisation skills as a whole within their 

licence areas (not just the skills that they need)? 

How are they going to embed improved diversity internally addressing gaps in gender and race?  

3. Changes arising from the pandemic - What plans do UK Power Networks have for addressing: 

o Continued working from home in future – seamlessly without apology for poor resourcing/performance? 

o Downsize of property thanks to more home based/vehicle based/remote working – thereby reducing 

overhead costs and carbon footprint from offices and travel/commuting? 

4. Brexit - What plans do UK Power Networks have for addressing:  

o Recruitment and the costs of employment – are these likely increasing because of UK labour shortage due to 

Brexit? Will these effects have evened out by the time the period starts? 

What UK Power Networks did 

For the response to question 1 we pulled together a paper that aimed to answer these areas and we ran through the 

material in a session with the CEG on the 20th October.  As a result of this session the below actions were agreed.  For 

questions 2, 3 and 4 we provided a written response and held a session with the CEG Chair on 12th October. There were 

no further actions resulting from this discussion. 

No. Actions Reference 

1 

We will add additional text to the competition section to: 

a) Demonstrate how our strategy to open up 
more works to competitive forces will support 
delivery of Net Zero 

b) i.e. by increasing our commitment on 
competition we are stimulating and promoting 
a buoyant market 

c) This creates a greater pool of resources to 
draw upon/deliver volumes of work as they 
increase across RIIO-ED2 and beyond  

This point was addressed through additional text in: 
Chapter 15: Competition >> 15.1 Competition 

2 

We will add additional text to the Business Plan to: 

a) Distinguish ourselves from others in the field 
by providing examples of how we manage our 
supply chain and contracts 

b) Explain how we intend to remain on top of our 
game in this area, through continuous learning 
and engagement  

c) Highlight our trial with the likes of Signal AI to 
demonstrate new innovative approaches to 
vetting supply chains  

For actions 2a and 2b we added additional text and a 
table to demonstrate how our values guide our 
approach and how the use of innovative approaches 
ensures we maximise the value from our supply chain: 

Chapter 15: Competition >> 15.2 Native Competition 
>> How we work with our supply chain to deliver for our 
customers: 

For 2c we added text to highlight this innovative 
approach: 

Chapter 10: Maintaining a safe & resilient network >> 
10.7 Supply Chain Resilience >> We have delivered a 
strong performance in RIIO-ED1 

4.2.6 Reliability and Resilience 

 

Context 

Scrutiny Questions 

1. What is UK Power Network's reliability performance at a regional level and how do the Business Plan targets break 

down by region?  How do UK Power Network’s regions compare to other DNOs regions?  Are the regional targets 

ambitious enough? 
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In addition, further detail was requested on: 

o Faults/km of LV overhead 

o Short Interruptions/km `LV overhead 

o Faults/km LV underground cable 

o Short Interruptions/km LV underground cable 

o Repeat for other voltages 

2. The Business Plan targets for flood prevention are less than those preferred by customers in the Business Options 

Testing research and March draft.  Why is this?  How is this justified given customers' very strong views in this area? 

3. UK Power Networks do not seem to be planning to increase their understanding of the impact of Power Cuts and SIs 

on customers as part of their RIIO-ED2 engagement.  NPG has demonstrated a new measure and target in their 

Business Plan which has been derived from their better understanding of the impacts of these events.  Does UK 

Power Networks have plans to improve understanding of these impacts so that the service can be improved (both 

actual reliability and customer service aspects)? 

What UK Power Networks did 

We provided a comprehensive response to these three questions, through the means of a paper and supporting 

spreadsheet breaking out the data the CEG had requested and held a session on the 7th October.  This led to robust 

debate about ambition levels and how we had incorporated the views of customers within our strategy.  As a result, we 

agreed to the following actions listed below along with holding a second session on the 5th November covering the 

benchmarking process used to set the targets in the Interruptions Incentive Scheme (IIS).  

No. Actions Reference 

1 

We provided a simple summary of our explanation in 
PowerPoint for our CEG. 

Additionally, we will make clear within the Plan that 
historic claims of being the most reliable are justified 
with a clear explanation of our methodology for the 
benefit of the CEG and wider stakeholders. 

 

We will also ensure a fair representation of reliability 
performance with customers  

We added a footnote to our claim of industry leading 
reliability: 

Chapter 10: Maintaining a safe & resilient network >> 
10.3 Reliability >> We have delivered a strong 
performance in RIIO-ED1 

This footnote points to an explanation in: 

Appendix 2: Our RIIO-ED1 track record >> Incentives 
>> Reliability 

In our regional documents, we will refer to the CI and 
CML performance specific to those regions rather than 
referring to UK Power Network’s group performance. 
We will also explain our commitments related to worst 
served customers relevant to EPN and SPN only.   

Regional documents for EPN and SPN will be shared 
with the CEG on 1 December. We will share the 
revised LPN regional document as soon as it is 
available (mid-November) to show progress made in 
listening and acting on CEG scrutiny.  

2 

As part of our ongoing engagement, we will describe 
how we will test customer views about perceptions of 
reliability (as we decarbonise further) and whether 
these necessitate changes to the regulatory framework.  

Similarly, we will measure short interruptions and two 
new measures that provide a holistic view of reliability 
from a customer perspective. Our intention is to build a 
rich data set to influence future regulatory policy design 
with actual evidence.  

We have clearly stated our intent to research in detail 
the subject of reliability and how findings could be 
brought together with data we gather during RIIO-ED2 
to shape the future regulatory framework: 

Chapter 7: Giving consumers a stronger voice >> 7.3 
Ongoing Engagement >> Strategic Context: our Seven 
Keys >> Investing to maintain a safe, reliable and 
resilient network 

This is also referred to in the following section: 

Chapter 10: Maintaining a safe & resilient network >> 
10.3 Reliability >> Our ambition is to improve 
underlying network reliability  

and again at the end of: 

Chapter 10: Maintaining a safe & resilient network >> 
10.3 Reliability >> Our commitments (last paragraph) 
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4.2.7 Ongoing Engagement 

 

Context 

Scrutiny Questions 

1. Does the Ongoing Engagement strategy stem from UK Power Networks identifying what the business will need to 

understand from customers and stakeholders in order to deliver its RIIO-ED2 strategic aims and Business Plan 

commitments? Will there be appropriate coverage of all relevant groups using the most appropriate research and 

engagement techniques? 

2. Do the Ongoing Engagement strategy and plans sufficiently demonstrate that UK Power Networks has learned from 

the challenges encountered in the RIIO-ED2 Business Planning research and engagement and has strong plans in 

place for RIIO-ED2? How will findings from research and engagement be utilised in the various levels of the decision-

making process? Are the ongoing engagement Business Plan commitments sufficiently ambitious, and are they 

outcome focused and measurable? 

3. Are UK Power Network's plans for 'knowledge management' of customer and stakeholder insights and data fit for 

purpose for RIIO-ED2? Including increasing insight on topics over time, surfacing to all relevant teams, and ensuring 

that teams can easily find the information relevant to their work. 

4. Are UK Power Networks putting in place appropriate in-house expertise and resource to be able to run the necessary 

RIIO-ED2 research and engagement programme, commission as an 'intelligent client', disseminate the growing base 

of knowledge as appropriate throughout the business, and ensure that stakeholder engagement becomes BAU for all 

relevant teams across the business? 

What UK Power Networks did 

We held two sessions with the CEG on our Ongoing Engagement strategy, the first on the 9th September and the second 

on the 15th October.  The first session involved listening to feedback on our July Business Plan chapter.  Following this 

meeting with agreed to restructure the chapter.  The second session was set-up to hear feedback from the CEG on our 

revised chapter which led to the actions below to sharpen the structure further:  

No. Actions Reference 

1 

We agreed to sharpen the messages explaining how 
we define what a successful engagement programme 
needs to provide, i.e. that it is focused, drives change 
and action as well as applies learning from RIIO-ED1. 

We restructured the front end of this chapter to 
specifically cover this point, explaining how 
engagement must be purposeful, drive change and 
incorporate learning: 

Chapter 7: Giving consumers a stronger voice >> 7.3 
Ongoing Engagement >> Delivering a successful 
engagement programme during RIIO-ED2 (2023 – 
2028) 

2 

We would look to bolster some of the implications for 
ongoing engagement under the Keys to Success, 
specifically: 

a) Referencing that we start from a strong base 
of understanding what customers expect from 
our RIIO-ED1 engagement  

b) Strengthening the messaging on working with 
policy makers and regulators to help inform 
policy development and regulatory framework 
for the benefit of customer interest both now 
and in the future.  

c) By pulling out the difficulty in researching 
certain topic areas  

d) Expand the narrative to encapsulate 
community engagement and make clear 
vulnerability needs to be thought across all 
aspects of our business  

e) Highlight the importance we place on 
engaging on diversity and recruitment best 
practice  

f) Acknowledge that we need to understand 
where trust could be easily lost to guide our 
actions and focus. 

We made edits to all of the Keys to Success to 
incorporate points and strengthen the articulation of our 
strategy: 

Chapter 7: Giving consumers a stronger voice >> 7.3 
Ongoing Engagement >> Strategic Context: Our Seven 
Keys 
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3 

Strengthen our descriptions on ways of working:  

a) Inclusive – acknowledge that some issues are 
more important to specific groups  

b) Appropriate – this necessitates:  
i) Different ways to engage with different 

types of customers  
ii) Importance of context and information 

provided  
iii) Capacity building if we are genuinely 

going to reach hard to reach segments 
c) Maximising the value from the insights –

enhancing our processes, knowledge 
management and reporting to achieve 
improved dissemination of information and 
support business decision making.  

d) Improve commitments – to better reflect and 
support our ambition. 

We made edits to key headings under the following 
section:  

Chapter 7: Giving consumers a stronger voice >> 7.3 
Ongoing Engagement >> How we engage 

We also completely rewrote our commitments, moving 
from three to four and tested this with the CEG to 
ensure we had understood the challenges posed: 

Chapter 7: Giving consumers a stronger voice >> 7.3 
Ongoing Engagement >> Our Formal Business Plan 
Commitments 

4.2.8 Regional Support 

 

Context 

Scrutiny Questions 

1. What changes have been made to the draft Business Plan and regional plans in the light of the thinking in Appendix 

19B: Local Area Energy planning framework? Are the proposals seamless across the plan, Appendix 19B and the 

three Regional Plans? Do we think there are any gaps? 

2. Do we think the proposed approach is coherent and implementable? Has the self-assessment process now been 

defined clearly?  Are the proposals for 1:1 engagement clear? When and how does UK Power Networks propose to 

review learnings? How will these learnings be factored into future versions of Distributed Future Energy Scenarios 

(DFES)? 

3. Have the proposals been tested on a sufficient and suitable group of local authorities? What is expected of them and 

does it allow for a diversity of approach and different levels of resourcing? What do CEG members think about the 

options assessment and development that was planned? 

4. What did stakeholders make of the proposals at the regional workshops? Are there any notable differences between 

the feedback from the three licensed areas? 

5. What do UK Power Networks consider the main learnings from other DNO Business Plans? How is this reflected in its 

thinking? 

What UK Power Networks did 

We developed a paper to respond to the CEG’s questions in this area and held a session on the 12th October.  This 

meeting led to the actions listed below:  

No. Actions Reference 

1 

We will modify our commitment related to its support to 
local authorities to make it clear that it will keep its local 
area framework under review to make improvements 
each year.  

We added supporting text underneath Commitment 
WS1 that referenced how the powers LAs possess 
could change during RIIO-ED2, therefore we would 
keep our framework under review in light of this: 

Chapter 12: Enabling Whole System Solutions >> 12.1 
Whole systems >> We are proposing stretching 
commitments >> Building Block 1 – Whole Systems 
Planning commitments >> Commitment WS1 
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2 

We will update the narrative under commitment WS1 
to: 

a) Recognise that this is a fast changing area 
given upcoming policy announcements (Net 
Zero strategy, transport decarbonisation 
strategy etc) and that we will need to iterate 
the framework based on our ongoing 
engagement and learning. 

b) Recognise that it can support the facilitation of 
best practice sharing across local authorities.  

Point a is picked up by the above action. 

For point b, we added specific text to acknowledge we 
would share knowledge to support the development of 
all local plans.  

Chapter 12: Enabling Whole System Solutions >> 12.1 
Whole systems  >> We are proposing stretching 
commitments >> Building Block 1 – Whole Systems 
Planning commitments >> Commitment WS1 

3 
We will review the document that the CEG send on the 
“innovation pyramid” to see what can be learned and 
applied to the core narrative if appropriate. 

This document was reviewed and provided useful 
insight, however given space constraint on the core 
narrative, additional detail was not included.  

4 

We note the point from the CEG about how we will 
support those local authorities that may not be as 
advanced as others. We will explain this by:  

a) Undertaking the tier 1 assessment to get the 
local authorities started  

b) Promulgating best practice that it sees to 
benefit said local authorities  

c) Considering best practice sharing events 
during RIIO-ED2 – i.e. acting as a convener. 

We updated the explanation of our Tier 1 and 2 
process.  With regard to the point raised on allowing for 
an opportunity for best practice sharing, we will 
consider this as part and parcel of the 1:1 engagement 
activity detailed: 

Appendix 19b: Local Area Energy planning framework 
>> Updated Tier 1 & 2 approach 

5 

We will explain our approach for supporting Community 
Energy groups by considering: 

a) Segmentation of the market on a regional 
basis  

b) Utilising partnerships with Community Energy 
support organisations  

c) Structured ongoing engagement to surface 
the issues, opportunities and priorities  

d) Updating UK Power Network’s strategy to 
develop solutions based on the above 

We added a new section to the Whole systems 
strategy particularly focusing on community energy 
groups and our engagement with them.  There are also 
numerous references across the core narrative, 
including within our Ongoing engagement chapter: 

Appendix 19a: Whole systems strategy >> Our 
proactive approach to enable the transition >> Whole 
system planning >> Integrating Community Energy  

7.3 Ongoing engagement >> Strategic Context: our 
Seven Keys >> Being a force for good in the 
communities we serve 

4.2.9 Research and Engagement 

 

Context 

Scrutiny Questions 

1. Has UK Power Networks made better use of the findings from the research and engagement reported in the Line of 

Sight and Engagement Summaries? 

2. Has it triangulated them appropriately with other relevant factors such as Ofgem’s regime, engineering considerations, 

cost, etc? 

3. Do the results of the research and triangulation support the level of ambition in the commitments included in the plan? 

What UK Power Networks did 

We held two meetings with the CEG on our Line of Sight and Engagement Summary documents, the first on the 28 th 

September and the second on the 18th October.  The first meeting focussed more on structural changes to the documents 

and the second was more content orientated.  To address the issues in these areas we committed to undertaking the 

following actions:  

No. Actions Reference 

1 

Ensure we are referencing robust sources of 
engagement to form insights, i.e. remove those pieces 
of engagement where insufficient context was provided 
to respondents and thus results cannot be relied upon.  
Similarly ensure the correct referencing of qualitative 
and quantitative engagement methods. 

All actions were incorporated as part of an end-to-end 
review of both Engagement Summary and Line of Sight 
documents, this required structural as well as content 
improvements.  Amendments were made to each of the 
11 topic areas where these documents provide 
additional support to our Business Plan commitments: 
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2 

Implement structural changes to improve the flow of the 
documents, i.e. 

 Add introduction sections to explain the purpose of 
each of the documents 

 Have the insight section as one section, refraining 
from breaking up into ‘business options’ 

 Remove the justification explanation of insights in 
the Line of Sight documents 

 Customer Services 

 Vulnerability 

 Reliability and Resilience 

 Environmental Action Plan 

 Workforce Resilience 

 Whole Systems 

 Digitalisation and Data 

 Connections 

 Innovation 

 Facilitating Net Zero 

 DSO 
The Engagement Summary and Line of Sight 
documents will be shared with the CEG on 1 
December. These updates will reflect the revised 
format for the Reliability and Resilience documents that 
we shared with the CEG.  

3 
Ensure there are linkages between the commitments in 
RIIO-ED2 and the RIIO-ED1 performance, i.e. so 
comparisons can be made on ambition and stretch  

4 

Bolster the leading practice and triangulation sections 
of the Line of Sight documents.  With the triangulation 
section being particularly important to give visibility of 
the various factors and drivers that have influenced 
ambition/commitment levels in addition to the 
engagement results. 

4.2.10 Vulnerability 

 

Context 

Scrutiny Questions 

1. In particular, we would like to understand more about how your work with multiple datasets and how an 

intersectionality perspective will enable you in RIIO-ED2 to: 

o target your Priority Services Register (PSR) registration to those most vulnerable during a power cut and to 

the most under-represented codes 

o target your fuel poverty alleviation to those suffering the greatest detriment 

o target your No One Left Behind/Just Transition work - whether this is to those most likely to be left 

behind/those least likely to be helped under other initiatives beyond UK Power Networks / those who UK 

Power Network's services can particularly help or a combination of these 

2. How will the four vulnerability risk factors (life situations, ability to engage, access and socio-economic drivers), p15-

17, which you show in Figure 10 as themselves intersecting, be used to increase your understanding of the effects of 

intersectionality and to address them in practice through your Vulnerability programmes? 

3. It would also be useful to understand the categories of benefit (and their relative sizes) behind the net benefits for 

PSR, supporting communities and customers, and innovation projects presented on p45 of the Vulnerability strategy. 

What UK Power Networks did 

We held one meeting with the CEG on 18th October where we shared our understanding of intersectionality and the use of 

this perspective in our vulnerability strategy.  Following this session we undertook the following actions:  

No. Actions Reference 

1 
We will embed a high-level description of our approach 
on intersectionality into our vulnerability strategy to 
demonstrate how this is embedded within our thinking.  

Reference can be found in: 

Chapter 9: Meeting needs of consumers and network 
users >> 9.2 Consumer vulnerability >> How we will 
provide greater support for more customers in 
vulnerable circumstances 

We also made reference to how data can play a hand 
in helping us understand intersectionality further: 

Chapter 13: Unlocking the potential of digital and data 
>> What this means for our customers >> Key to 
Success 1: Delivering a brilliant service for all 
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4.2.11 Consumer Value Propositions (CVPs) 

 

Context 

Scrutiny Questions 

1. What is the methodology used and the fundamental philosophy on how the value of the CVPs is calculated?  

2. How does the arithmetic of the CVPs operate, and specifically how much do customers pay towards them? 

3. How has UK Power Networks determined that its share of the value derived from the overall benefit delivered through 

the CVP is fair? 

What UK Power Networks did 

We held two scrutiny meetings with the CEG on 27th October and the 22nd November where we provided a recap of the 

CVP areas and how they had developed since the July submission.  In addition, we provided further explanation as to how 

the value of the benefit is calculated using the social return on investment (SROI) methodology and how the value of any 

reward would be calculated.  Following the final session we undertook the following actions:  

No. Actions Reference 

1 
We added text to the core narrative to make it explicitly 
clear the amount of money that customers will pay for 
the CVPs. 

Additional text was added underneath figure: 

Section 9.4: Our Consumer Value Propositions >> 
Figure: Proposed CVP risk sharing 

2 

We added additional text to our CVP appendix: 

 Making it clear that the off-gas investment 
counterfactual does not refer to RIIO-ED1 and 
there is no double count between RIIO-ED2 
investment and our CVP 

 Explained further the challenges that the off-gas 
grid transition means on the ground and why we 
think the CVP is necessary   

For point 1, additional text is located in: 

Appendix 7: Consumer Value Proposition details >> 
Delivery of suitable capacity to off gas communities >> 
and >> Delivery of energy efficiency advice and 
measures to off gas communities 

For point 2, additional text is located in: 

Appendix 7: Consumer Value Proposition details >> 
Our Whole Systems CVP for Off-Gas grid 
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5.1 Formal Key CEG Meetings and Dates 

Meetings below only include those formal CEG meetings as attended by the key working groups as part of the CEG 

Business Plan programme. Meetings do not include numerous ad-hoc smaller walk through meetings between members of 

the CEG and key UK Power Network’s topic leads or the fortnightly bilateral meeting between the Chair and UK Power 

Networks. 

Table 6: CEG meetings and dates 

Core Working Group 

Meeting Title Date 

On boarding (Welcome + Regulatory Introduction) 25-Nov-19 

On boarding (RIIO-ED1 performance) 02-Dec-19 

On boarding (Customer Services + RIIO-ED2 Planning) 10-Dec-19 

Electric Vehicles 28-Jan-20 

Business Planning + Phase 1 Engagement 26-Feb-20 

DSO On boarding 05-Mar-20 

COVID Impacts 29-Apr-20 

Business Plan Update 24-Jun-20 

RIIO-2 Draft Determinations and Business Plan Structure 29-Jul-20 

Whole Systems 29-Oct-20 

Business Plan Update 11-Mar-21 

RIIO-ED2 Strategy Session 11-May-21 

Initial Submission 30-Jul-21 

Strategic Narrative and Business Plan Feedback 22-Sep-21 

Final Submission 18-Nov-21 

Total Number of Meetings 15 meetings Total Number of Hours 37.5 hours 

 

Heads-Of Group 

Meeting Title Date 

Heads Of Programme Review including dashboard review, discussion on any 
issues / regulatory developments and adoc Business Plan sessions such as on 

our Customer Value Propositions 
 

15-Dec-20 

05-Jan-21 

21-Jan-21 

04-Feb-21 

18-Feb-21 

04-Mar-21 

18-Mar-21 

01-Apr-21 

15-Apr-21 

29-Apr-21 

10-Jun-21 

05-Jul-21 

20-Jul-21 

05-Aug-21 

19-Aug-21 

02-Sep-21 



 

 

- 42 - 

29-Sep-21 

14-Oct-21 

27-Oct-21 

10-Nov-21 

15-Nov-21 

Total Number of Meetings 21 meetings Total Number of Hours 42 hours 

 

Customer Working Group 

Meeting Title Date 

Phase 1 Engagement 16-Mar-20 

RIIO-ED1 and RIIO-ED2 Engagement 17-Jun-20 

Establishing Customer Priorities 02-Jul-20 

Phase 2 Engagement Plan 27-Jul-20 

CWG Weekly Steering Meeting 09-Oct-20 

CWG Weekly Steering Meeting 16-Oct-20 

CWG Weekly Steering Meeting 23-Oct-20 

CWG Weekly Steering Meeting 06-Nov-20 

Customer Vulnerability and Phase 4 Methodology 27-Nov-20 

Customer Services 03-Dec-20 

Vulnerability and Phase 2 Results 08-Dec-20 

Customer Vulnerability 25-Jan-21 

Ongoing Engagement 01-Feb-21 

Digitalisation 08-Feb-21 

Customer Services 22-Feb-21 

Phase 4 Findings 01-Mar-21 

Phase 4 Update 08-Mar-21 

Phase 5 Acceptability Testing 15-Mar-21 

Business Plan Clarifications 15-Apr-21 

Acceptability Light Testing 23-Apr-21 

Engagement Research Working Session 05-May-21 

Engagement Research Working Session 07-May-21 

Acceptability Light Stimulus Review 13-May-21 

Close out of Engagement Issues 21-May-21 

Total Number of Meetings 24 meetings Total Number of Hours 48 hours 

 

Sustainability Working Group 

Meeting Title Date 

DFES 23-Apr-20 

Environmental Performance RIIO-ED1 20-May-20 

Environmental Action Plan 18-Jun-20 

DSO and Whole Systems 23-Jul-20 

DSO 08-Sep-20 

EAP, Electric Vehicles and Losses 23-Sep-20 

Decarbonising Heat and DSO 22-Oct-20 

Whole Systems 05-Feb-21 
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Environmental Action Plan 12-Feb-21 

DSO 19-Feb-21 

Facilitating Net Zero 05-Mar-21 

Business Plan Clarifications 16-Apr-21 

Total Number of Meetings 12 meetings Total Number of Hours 24hours 

 

Reliability and Resilience Working Group 

Meeting Title Date 

RIIO-ED1 - Cost Assessment 26-Jun-20 

September Cost Submission Part 1 16-Jul-20 

September Cost Submission Part 2 20-Aug-20 

Innovation 15-Oct-20 

Innovation Session 2 19-Nov-20 

Workforce Resilience 26-Nov-20 

Reliability and Connections 10-Dec-20 

RPEs, Ongoing Efficiency and Regional Factors 18-Dec-20 

Asset Resilience 27-Jan-21 

Connections 04-Feb-21 

Reliability and Cost Assessment 10-Feb-21 

Workforce Resilience 25-Feb-21 

Business Plan Clarifications 14-Apr-21 

Reliability Clarification Session 17-May-21 

Resilience Clarification Session 01-Jun-21 

Workforce Resilience and Safety 13-May-21 

Total Number of Meetings 16 meetings Total Number of Hours 32 hours 

 

Regional Working Group 

Meeting Title Date 

Strategic Investment and DFES 03-Feb-20 

Local authority Engagement 03-Mar-20 

SPN Deep Dive 14-Jul-20 

LPN Deep Dive 24-Jul-20 

EPN Deep Dive 01-Sep-20 

DFES Regional 22-Sep-20 

LPN Local Engagement 20-Oct-20 

DFES Local Engagement 09-Nov-20 

Government Engagement 18-Nov-20 

Total Number of Meetings 9 meetings Total Number of Hours 18 hours 
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Scrutiny Sessions 

Meeting Title Date 

Ongoing Engagement 09-Sep-21 

Strategic Narrative 20-Sep-21 

Whole Systems 05-Oct-21 

Reliability 07-Oct-21 

Regional Support 12-Oct-21 

Competition 12-Oct-21 

Workforce Resilience 12-Oct-21 

Data and Digitalisation 15-Oct-21 

Ongoing Engagement 15-Oct-21 

Intersectionality 18-Oct-21 

Line of Sight and Engagement Summary Documents 18-Oct-21 

Organisational Resilience 20-Oct-21 

CVPs and SROI 27-Oct-21 

Reliability 05-Nov-21 

CVPs 22-Nov-21 

Total Number of Meetings 15 meetings Total Number of Hours 24 hours 

 



 

 

 

6.1 Formal Key Assessment Criteria 

Below are the full formal CEG assessment criteria developed and used to formulate the individual assessments of the 

suitability of the approach across the different topic areas. 

Table 7: Formal Key Assessment Criteria 

Customer Working Group 

Criteria Ref Topic Area Description 

CS 1 
Customer 
Services 

Plans in place that will continue to improve the quality of customer service 
delivered to customers  

CS 2 
Customer 
Services 

Design customer satisfaction survey to help drive improvements in the quality 
of services while ensuring it captures key services and customer groups 
(includes separate reporting of PSR and LCT customers, DNOs working 
collaboratively to research method changes and content of the survey) 

CS 3 
Customer 
Services 

Plan in place to improve handling of customer complaints (including SLAs 
designed to improve the speed of complaints handling; customer centric 
approaches for handling and resolving repeat complaints; complaint 
management process and company culture open to evaluating, learning from 
and acting on complaints and feedback) 

CS 4 
Customer 
Services 

Updated digitalisation strategy that takes account of feedback from Ofgem 
and stakeholders, and customer needs (now and into the future), and 
business plan guidance: 
- clear plan for digitalisation of energy network to generate value for 
stakeholders 
- plans driven by high quality insight and information from stakeholders about 
data-related needs (inclusive, strategic, proportionate) 
- demonstrates how day-to-day working with data maximises benefits for its 
users, while complying to security and privacy requirements 
- workforce plan for effective business transformation 

CV 1 Vulnerability 
The plan effectively supports consumers in vulnerable situations, particularly 
those most vulnerable to a loss of supply, through a sophisticated approach 
to the management, promotion and maintenance of a PSR register. 

CV 2 Vulnerability 
The plan maximises opportunities to identify, and deliver support to, 
consumers in vulnerable situations through smart use of data. 

CV 3 Vulnerability 
The plan understands new forms of vulnerability, in particular by identifying 
blockers to participating in a smart flexible energy system. 

CV 4 Vulnerability 
The plan embeds the approach to protecting the interests of consumers in 
vulnerable situations throughout a company’s operations to maximise the 
opportunities to deliver support. 

CV 5 Vulnerability 
Consumer value proposition proposal delivers value above Ofgem's baseline 
expectations  

CV 6 Vulnerability 
Where metrics are proposed, are they relevant and robust, and are the 
associated targets ambitious 

CV 7 Vulnerability 
Plans justified by stakeholder engagement and research, and data-driven 
projections of how the future profile of vulnerable customers is likely to 
change in the regulatory period 

ESE 1 
Enhanced 
Stakeholder 
Engagement 

Quality of engagement with CEG (positive, open and transparent 
engagement between UKPN and the CEG; appropriate, relevant and timely 
information, resources and access to staff; responsive and receptive to 
feedback)  

ESE 2 
Enhanced 
Stakeholder 
Engagement 

Quality of stakeholder engagement the company has undertaken to inform 
their proposals research (looking for clear underlying strategy about purpose 
of research/engagement; timely and well communicated; well-structured, 
robust, inclusive) 

ESE 3 
Enhanced 
Stakeholder 
Engagement 

Quality of customer research programme, including whether business plans 
demonstrate value for money by taking account of any willingness to pay 
(looking for well-designed research methods appropriate to the audience and 
executed to the highest standards; flexible programme management to 



 

 

gather additional information on unexpected or new stakeholder views as 
they emerge)  

ESE 4 
Enhanced 
Stakeholder 
Engagement 

Research and engagement activities and outputs joined-up and not treated in 
isolation with evidence of use of multiple sources of data or multiple 
approaches to analysing the data to build credibility of the outcomes. 

ESE 5 
Enhanced 
Stakeholder 
Engagement 

Clear links between engagement and research outputs and how they inform 
the Business Plan, outputs joined-up and not treated in isolation with 
evidence of use of multiple sources of data or multiple approaches to 
analysing the data to build credibility of the outcomes 

OE 1 
Ongoing 
Engagement 

DNO demonstrates the approach is in line with Ofgem's baseline 
expectations (set out in BP guidance and summarised in comment) and, 
beyond this, takes a strong customer-first approach with its research and 
engagement activities 

OE 2 
Ongoing 
Engagement 

Consumer value proposition proposal delivers value above Ofgem's baseline 
expectations  

OE 3 
Ongoing 
Engagement 

Metrics are relevant and robust, and associated targets are ambitious 

OE 4 
Ongoing 
Engagement 

Plans are justified by views derived from stakeholder engagement and 
research 

OE 5 
Ongoing 
Engagement 

Robust and relevant programme of ongoing customer research and 
engagement in place  

 

Sustainability Working Group 

Criteria Ref Topic Area Description 

COMP 1 Competition 
Ensuring appropriate project types and specific projects are considered for 
early and late competition models 

COMP 2 Competition 
Ensuring that competition is embedded in DNO’s corporate processes and 
structure and delivers in the consumer interest (i.e. deliver value for money 
services for consumers; keep consumer bills low)? 

COMP 3 Competition Helping to clarify any additional consumer value propositions for competition 

COMP 4 Competition 
That projects are correctly flagged in business plans for their suitability for 
early and late competition 

COMP 5 Competition 
Have appropriate customers/stakeholders’ views on competition been 
reflected in the business plan? 

COMP 6 Competition Is UKPN employing competition that is delivering customer outcomes? 

COMP 7 Competition 
Has UKPN considered the fairness/justice of materiality of competition to 
consumers? 

COMP 8 Competition 
Is UKPN actively promoting and enabling competition in connections and 
ensuring that independent companies can compete freely and fairly? 

COMP 9 Competition Is Network Innovation Allowance utilised to create value for consumers?  

DSO 1 DSO 
Identify the changes and stakeholder needs that drive and are driven by the 
DSO Strategy and the transition to it 

DSO 2 DSO 

Has UKPN proposed a customer value proposition (CVP)? What does it 
cover and why? Have UKPN demonstrated evidence (including from 
customers) in support of it? Does its proposal deliver customer value above 
Ofgem’s baseline expectations? If not, why not?  

DSO 3 DSO 
Where metrics and targets are proposed, are they relevant and robust? Do 
the proposed metrics and targets drive real improvement?   

DSO 4 DSO 
Has UKPN set ambitious benchmarks of performance against those metrics 
and targets? 

DSO 5 DSO 
Has UKPN identified what information should be made available to 
customers and stakeholders, and made it user-friendly? 

DSO 6 DSO 
Has UKPN met Ofgem’s revised DSO baseline and Strategy expectations?  
  



 

 

DSO 7 DSO 
How does the DSO Strategy meet the Business Plan Incentive 
requirements? 

DSO 8 DSO 
How robust and relevant is UKPN’s Output Delivery Incentive for the DSO? 
Will it drive behaviour change?  

EAP 1 
Environmental 
Action Plan 

Have DNOs demonstrated they have met Ofgem's baseline expectations 
under each of the areas?  

EAP 2 
Environmental 
Action Plan 

Where DNOs have proposed a consumer value proposition, does their 
proposal deliver value above Ofgem's baseline expectations?  

EAP 3 
Environmental 
Action Plan 

Where metrics are proposed, are they relevant and robust?  

EAP 4 
Environmental 
Action Plan 

Where metrics are proposed, are associated targets ambitious enough to 
drive real improvement?  

EAP 5 
Environmental 
Action Plan 

Are the EAPs justified by stakeholder collaboration, engagement and views? 

EAP 6 
Environmental 
Action Plan 

Where there is a financial ODI for areas which are controllable and 
measurable have the DNOs demonstrated sufficient data to enable robust 
targets to be set?   

EAP 7 
Environmental 
Action Plan 

Have the DNOs demonstrated they have a process to engage with local 
stakeholders in order to identify and develop undergrounding projects? 

NZ 1 
Facilitating Net 
Zero 

Is UKPN’s plan/pathway for achieving Net Zero customer-/stakeholder-led 
and reflects the ambition of the specific regions for decarbonisation?  

NZ 2 
Facilitating Net 
Zero 

How does UKPN's strategy move from DFES scenarios for low carbon 
technology adoption to driving the asset management plans? 

NZ 3 
Facilitating Net 
Zero 

Has UKPN adopted an ambitious role in facilitating Net Zero in all its regions, 
proactively seeking partnerships, applying whole systems thinking and new 
ways of enabling Net Zero (in particular, in transport and heat)?  

NZ 4 
Facilitating Net 
Zero 

Has UKPN identified relevant customer (and other) barriers to adoption of 
LCT to achieve Net Zero and, where appropriate, have plans to address 
these? 

NZ 5 
Facilitating Net 
Zero 

Does UKPN’s pathway to Net Zero support a diversity of appropriate 
technologies and solutions? 

NZ 6 
Facilitating Net 
Zero 

Has UKPN considered the materiality (both in terms of cost and ability to 
benefit) and fairness of supported technologies and solutions for achieving 
Net Zero? 

NZ 7 
Facilitating Net 
Zero 

Has UKPN considered and taken measures for Net Zero investment to 
[support] Green Recovery locally?  

WS 1 Whole Systems 
Ensuring a wide range of sectors, including your customers, (including non-
energy sectors) are aware and engaged 

WS 2 Whole Systems 
Ensuring that whole system thinking is embedded in corporate processes 
and structure, rather than ad hoc projects 

WS 3 Whole Systems 
Helping to clarify any additional whole system CVPs and/or use of the 
coordination adjustment mechanism (CAM) 

WS 4 Whole Systems 
That the plan meets the minimum requirements for the Business Plan 
Incentive 

WS 5 Whole Systems 
That innovation proposals contain consideration of, and ideally joint projects 
with, sectors or vectors other than their own. 

WS 6 Whole Systems 
Coordinate with other electricity network licensees in order to identify actions 
and processes that advance the efficient and economical operation of their 
networks 

WS 7 Whole Systems 
Consider actions and processes proposed by network users that advance the 
efficient and economical operation of their networks 

 

 

 

 

 

 

 



 

 

Reliability and Resilience Working Group 

Criteria Ref Topic Area Description 

C1 Connections Check that UK Power Networks has met Ofgem's baseline expectations 

C2 Connections Challenge ambition and transparency of UK Power Networks' plans 

C3 Connections Challenge UK Power Networks plans for continuous improvement 

C4 Connections Check that proposed CVPs add value above Ofgem's baseline expectations 

C5 Connections Challenge relevance, robustness and ambition of proposed metrics 

C6 Connections 
Challenge whether metrics and targets are justified by customer research / 
stakeholder engagement 

C7 Connections 
Challenge that UKPN provide different options for connection where 
appropriate and whether customers can get the information to let them trade-
off between the different options for connection 

C8 Connections 
Challenge whether plans will avoid waiting lists for connections particularly 
reliance on reopeners 

C9 Connections 
Smaller connections - Does the plan give comfort that smaller customers will 
reap the benefits of competition for larger connections in terms of services 
offered, costs and prices, scope of competition etc 

C10 Connections Same as C5 above but with focus on Smaller Connections 

C11 Connections Same as C6 above but with focus on Smaller Connections 

C12 Connections Make overall assessment of UK Power Networks plans 

I1 Innovation Challenge level of ambition in innovation strategies 

I2 Innovation Test whether innovation in all areas of the plans is embedded in BAU 

I3 Innovation Check that not all innovation is funded only by Ofgem 

I4 Innovation 
Check UK Power Networks has demonstrated the benefits of RIIO-ED1 
innovations 

I5 Innovation Check quality of process to roll out innovations proven during RIIO-ED2 

I6 Innovation Check UK Power Networks plans to involve third parties in its innovation 

I7 Innovation Provide CEG input to NI Allowances 

I8 Innovation 
Check that plans are justified by customer research/ stakeholder 
engagement 

I9 Innovation Challenge basis of trade-offs made 

I10 Innovation Make overall assessment of innovation in UK Power Networks  

R1 Reliability Check UKPN has understood customers' priorities for reliability 

R2 Reliability As above writ short interruptions 

R3 Reliability 
Challenge UKPN decisions re investments to improve reliability for those with 
poorest service 

R4 Reliability Challenge scale and ambition of UKPN plans to improve service to WSC 



 

 

R5 Reliability 
Challenge scale and ambition of UKPN plans to improve short term 
interruptions 

R6 Reliability Challenge relevance, robustness and ambition of proposed metrics 

R7 Reliability 
Challenge whether metrics and targets are justified by customer research 
and stakeholder engagement 

R8 Reliability Challenge basis of trade-offs and use of customer and stakeholder info  

R9 Reliability Make overall assessment of UK Power Networks plans 

AR1 Asset Resilience 
Challenge the extent to which the plan and ambition are supported by 
customer and stakeholder research 

AR2 Asset Resilience 
Challenge how the learning from managing assets approaching their end of 
life, including lifetime extensions, is feeding back into the wider management 
of assets 

AR3 Asset Resilience 
Challenge the plans for resilience in the face of Increasing severity of 
weather experienced: high temperatures, droughts, storms, flooding etc 

AR4 Asset Resilience 
Does the learning on worst served customers contain any insights that could 
be applied to the asset portfolio as a whole? 

S1 Safety 
Has UKPN established consistent improvement year on year in reduction of 
harm and potential significant harm (HiPo) to its employees/ 
customers/contractors and the public? 

S2 Safety Challenge UKPN's proposals to reduce underground cable strikes 

S3 Safety Assess UKPN cooperation with third parties to improve safety 

S4 Safety Is there strong local ownership of safety issues 

S5 Safety Is there a strong process for causation reduction and is it operating well 

S6 Safety Is there a good safety culture including openness and curiosity 

S7 Safety Is there evidence that near misses are being reported and acted upon? 

S8 Safety 
How do senior managers in the company demonstrate their commitment to 
safety? 

S9 Safety Is innovation used to improve in this area? 

WF1 
Workforce 
Resilience 

Check W/F resilience and resource strategy informed by engagement with 
Customers, CEGs and industry groups 

WF2 
Workforce 
Resilience 

Confirm UKPN's willingness to collaborate with others 

WF3 
Workforce 
Resilience 

Check UKPN has resilience metrics, and transparent reporting format 

WF4 
Workforce 
Resilience 

Challenge ambition of objectives of UKPN's w/f resilience strategy 

WF5 
Workforce 
Resilience 

Examine the extent of UKPNs plans to recruit locally and to connect with 
regional / local communities 

WF6 
Workforce 
Resilience 

Check resilience of UKPN staffing to prolonged incident such as pandemic/ 
flooding/ evacuation etc, will UKPN have the people to bounce back well 
enough? 

WF7 
Workforce 
Resilience 

Check workforce plans for DNO-DSO transition and for supporting Net Zero 
(e.g. heat advice, local energy planning, interoperability, flexibility etc) 

WF8 
Workforce 
Resilience 

Check resilience to/ prevention plans regarding mental health and burn out 

WF9 
Workforce 
Resilience 

Make overall assessment of UK Power Networks plans 

RM1 
Risk 
Management 

Is the business risk process appropriate and working? 



 

 

RM2 
Risk 
Management 

Do the business risks include robust customer related risks 

CA1 
Cost 
Assessment 

Challenge the evidence advanced by UKPN for its proposed CSFs 

CA2 
Cost 
Assessment 

Challenge the evidence advanced by UKPN for its proposed RPEs 

CA3 
Cost 
Assessment 

Challenge the evidence advanced by UKPN for its efficiency forecast 

CA4 
Cost 
Assessment 

Do the proposals support the delivery of Net Zero at the lowest cost to the 
customer 

CA5 
Cost 
Assessment 

Do the proposals allow UKPN to maintain a high level of service quality and 
to do so efficiently 

CA6 
Cost 
Assessment 

Check new assets will enable future customer needs to be met considering 
likely changes in those needs 

 


