
 

\ 

Appendix 9: Our Major Connections 
strategy 

RIIO-RIIO-ED2 Business Plan 2023 – 2028 



2 | RIIO-RIIO-ED2 Business Plan 2023 – 2028 

 

 

1 Executive Summary 3 

2. Our Track Record During RIIO-ED1 10 

3. Strategy and Proposals For RIIO-ED2 18 

4. Our Proposed Deliverables in RIIO-ED2 21 

5. Our RIIO-ED2 Commitments 21 

6. Our RIIO-ED2 Actions Supporting Our Commitments 22 

7. Annexe 1 – Summary of Ofgem Baseline Requirements 29 

8. Annexe 2 – Major Connections Stakeholder Engagement Plan 30 

9. Annexe 3 - Line of Sight- Major Connections 62 



3 | RIIO-RIIO-ED2 Business Plan 2023 – 2028 

 

 

- 3 - 

 
1.1  Context 

1.1.1 The increasing importance of our connections service 
Providing connections to the electricity network is a core service for UK Power Networks. This allows, for example, 
developers to connect new housing to the electricity network, or new renewable energy sources (solar, wind etc) to feed 
into the electricity network. Our connections service is becoming increasingly important as the UK transitions to a lower 
carbon economy whereby we will see a significantly increased uptake of electric vehicles, electric heating and distributed 
renewable energy sources, all of which will need to be connected to the network. 

1.1.2 Our RIIO-ED1 engagement programme 
We have undertaken a full, extensive, connections engagement programme during RIIO-ED1 with, for example, over 1,800 
attendees at stakeholder forum events and over 7,000 customer feedback surveys returned since RIIO-ED1 began. This 
has allowed UK Power Networks to build comprehensive programmes of work for major connections customers delivered 
through the Incentive on Connections Engagement (ICE), with a 92% satisfaction survey score received for engagement 
activities. More importantly, on-going engagement has established a platform to fully understand our customers’ needs: our 
connections service through RIIO-ED1 has been driven by engagement and research with our customers and 
stakeholders. We are continually striving to improve and have set ourselves ambitious targets to continue to evolve our 
service provision in this area, to deliver exceptional service to our customers, all whilst facilitating economic growth and 
supporting the uptake of low carbon technologies in the most cost effective manner. We will continue to do this for all types 
of customers regardless of market segment.  
 
 
Table 1: Engagement metrics since RIIO-ED1 began 

Attendees at stakeholder forum events: 1,800 

Customer feedback surveys returned: >7,000 

Satisfaction survey score received for engagement 
activities: 

92% 

1.1.3  Driving forces behind supporting all of our customers  
Whether customers connect to the electricity distribution network in the south east of England through contracting UK 
Power Networks directly or via Independent Connections Providers (ICPs), UK Power Networks are a critical provider of 
services. There have been over 62,000 connections projects completed, delivering connections to the three license areas 
operated by UK Power Networks during the first 5 full years of RIIO-ED1. The provision of clear, concise information and 
guidance, working constructively with our competitors to facilitate a truly open choice for electricity connections, delivering 
excellent levels of customer service, continue to be driving forces behind supporting all of our customers, from novice 
domestic users to large national companies, in meeting their electricity needs. 

1.1.4 Transition towards a lower carbon economy  
With the transition towards a lower carbon economy, particularly through increasing electrification of transport and heating 
and Distributed Energy Resources (DER), connections activities play an increasingly pivotal role in society. 
 
• The number of Electric Vehicles (EVs) and Plug-in Hybrid Electric Vehicles (PHEVs) connecting to our network to 

charge is expected to increase significantly over the next 8 years (from ~94,000 EVs registered in UK Power Networks 
licence area as of June 20201 up to between 2 million and 3.3 million EVs & PHEVs forecasted to connect to our 
network by 20282), UK Power Networks have a key role to play to facilitate the uptake of EVs in RIIO-ED2 in the most 
cost effective manner. 

 

1 UK Power Networks’ Market Intelligence Report June 2020 

2 According to UK Power Networks’ 2021 DFES Model (based on ‘Steady Progression’ and ‘System Transformation’ scenarios) 
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• Heating is the most significant emission source of carbon from an average UK household, generating 2,475kg CO2 
annually. This compares to 2,376kg attributable to a household’s transport3. Building regulation changes will have a 
dramatic impact on the nature of connections for domestic premises, specifically the new-build sector. 

• DER, in most cases solar PV, as well as wind generation, has transformed the UK’s energy supply mix and this has 
generally been connected to distribution networks. Since 2010, UK Power Networks have connected nearly 5,000MW 
of distributed generation (DG). 

• UK Power Networks led the UK in piloting zones for flexible network connections and followed this by becoming the 
first distribution network operator to open all of its network to flexible generation, stimulating a significant increase in 
demand for DER connections from 2019. As a result, since the end of 2019, we have committed a further 2,000MW of 
network capacity to distributed generation schemes accepted by customers in 2020 in our East of England network 
area alone.  

 
Table 2: Low Carbon Technology (LCT) metrics 

EVs and PHEVs registered in UK Power Networks licence 
area as of June 2020: 

94,000 

Projected EVs and PHEVs in UK Power Networks licence 
area by 2028: 

2 million to 3.3 million 

Annual carbon emission from heating in an average UK 
household: 

2,475kg 

Annual carbon emission from transport in an average UK 
household: 

2,376kg 

DG capacity connected since 2010: 5,000MW 

DG capacity committed for EPN schemes alone, accepted 
in 2020: 

2,000MW 

 

1.2 Approach to Engagement in Co-Designing Our RIIO-ED2 Major Connections Strategy 
Engagement with our customers has driven significant progress and derived improved levels of service during RIIO-ED1 
and this will continue through the RIIO-ED2 period, evolving with technological and social changes in response to 
stakeholder feedback.  

In support of this vision for RIIO-ED2, our connections engagement strategy will be structured within a wider, 
comprehensive engagement programme evolving from the existing strategy developed through RIIO-ED1. Building on the 
principles we have developed to guide our stakeholder engagement in recent years, we will evolve our engagement 
approach as guided by our stakeholders through RIIO-ED2. 
 

 

 

Throughout RIIO-ED1, UK Power Networks has adopted a comprehensive and successful customer engagement 
programme in 4 key connections customer groups. We already see this picture evolving as the drive towards a lower 
carbon economy gathers pace and these will be reviewed before the RIIO-ED2 period. 

 

3 https://energysavingtrust.org.uk/blog/significant-changes-are-coming-uk-heating-market 
 

Figure 1: Guiding principles of our Stakeholder Engagement Strategy 

https://energysavingtrust.org.uk/blog/significant-changes-are-coming-uk-heating-market


5 | RIIO-RIIO-ED2 Business Plan 2023 – 2028 

 

 

- 5 - 

 

 

 

As outlined, UK Power Networks has a critical role in enabling greater uptake of low carbon technologies in the most cost-
effective manner. Our stakeholder engagement has already changed to meet this growing need, and this will become an 
increasingly pivotal part of our RIIO-ED2 strategy. For example, recognising the increasing role local authorities have in 
supporting EV charger roll-out, UK Power Networks has engaged with all local authorities in our footprint on the distribution 
future energy scenarios, working to support the development of their energy action plans. Further products will be 
developed to increase the uptake of low carbon products and minimise connection timescales and costs, such a wider 
rollout of flexible connections to different market segments and supporting consortia connections. 
Our energy world is changing at an ever-increasing pace the nature in which information is shared and used continue to 
change and will allow UK Power Networks to adopt new innovations in its approach to communication, provision of data 
and opening new products for the benefit of our customers. 
 

 

 

 

Figure 2: Our four key connections customer groups 

Figure 3: Our key stakeholder groups 
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The approach towards engagement with our connections stakeholders is part of a wider framework of engagement activity 
across many aspects of UK Power Networks’ business. The breadth of stakeholders has changed and will continue to 
evolve as RIIO-ED2 progresses, acknowledging the development of technology and the changing needs of customers to 
drive the net zero journey. 
 
Engagement with our stakeholders to form our RIIO-ED2 Major Connections Strategy has been built on the existing 
engagement activities together with specific, targeted reviews, interviews, and panel sessions to identify how our 
customers wish to be served. Through this process, a number of actions were identified which were then tested with 
stakeholders to confirm we have understood and captured their requirements accurately. Again, working with our 
customers, the output commitments derived from successful completion of the actions were identified and tested with our 
stakeholders. 
 
We are confident the engagement programme has delivered a plan which is both ambitious and achievable and which will 
provide real benefit to our customers in managing their connections. The outcomes will deliver a more efficient commercial 
proposition for customers in dealing with UK Power Networks, facilitating the transition towards net zero via a fully 
competitive connections market. 
 

1.3 Our Strategy 
Based on work with our stakeholders, our Major Connections Strategy will support the transition to a decarbonised energy 
system. It is based on three strategic pillars:  
 
Figure 4: Three strategic pillars of Connections Strategy 

 

 

 

 
 
 

 

 

 

 

 

 

 

1.4 Our Commitments 
We are continually striving to improve, and we have set ourselves ambitious targets:  
• To continue to evolve our service provision in this area. 
• To deliver exceptional service to our customers. 
• To support the uptake of low carbon technologies in the most cost-effective manner.  
 
 We have worked closely with our customers and other stakeholders throughout RIIO-ED1. Over the last six years, more 
than 7,000 customers participated in our telephone satisfaction survey, over 1,800 customers attended our stakeholder 
events, we have answered more than 5,000 “Ask-the-Expert” enquiries, have held more than 300 “Ask-the-Expert’ 
surgeries, and more than 2,200 stakeholders have subscribed to our mailing lists. 
 
 
 
 

• We will address our customers’ connection needs by 
providing sector-leading customer satisfaction. 

• We will provide connection customers with easy 
access to digitised information (on the capacity and 
location of our network assets), to facilitate self-
service. 

• Through continuous engagement, we will drive 
service improvements and the development of new 
products and services. 

• We will evolve our services for our key customer 
segments, Metered demand, independent connection 
providers, distributed energy resource customers and 
local authorities 

 

 

Making it easy for our customers Staying in tune with our customers emerging needs 

• We will work with our stakeholders to go further than any other DNO to achieve a material increase in the scope of 
contestable services. 

 

            Prompting a Competitive Connections market 
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“I work with all utilities as my company’s utility manager and I believe UK Power Networks have the best engagement 
strategy of all companies” – London Square Developments 
 
“Most segments prone to market failure are obvious. The clearest is on-street public residential...yet most cities and towns 
will require significant provision of this charging to support EV transition”. - Net Zero Forum 

 
 The success and progress of our RIIO-ED1 engagement activity is demonstrated by the feedback we have received:  
• We ask major connections customers the same questions that we include in the broad measure survey 

for Minor Connections. In 2020, the average satisfaction score from nearly 1,200 customers who provided feedback 
was 91.6%.  

• Our ‘Ask-the-Expert’ and distributed generation surgeries, are also valuable sources of feedback and score customer 
satisfaction ratings of well over 90%. Building on this success, the discussion below sets out our commitments in this 
area: 

1.4.1 Making it easy for our customers  

 Commitment MC1  
 

We will continue to address our Major Connection customers’ needs by providing sector-leading customer 
satisfaction. Targeting to be #1 DNO Group or at least delivering 90% satisfaction scores (vs 88.6% average 

achieved in RIIO-ED1). 

Resource and 
expenditure  

Regulatory 
Treatment  

Customer benefit  Stakeholders / customers 
said  

£450k over the RIIO-ED2 
period.  

ODI(F) The improvements we make 
to the customer journey will 
mean customers will get the 
connection that best suits 
their needs through a process 
that works for them. 

By following the broad 
measure questions used for 
minor connections, which 
include questions on value 
and timeliness of quotation/ 
connection, we are ensuring 
customer outcomes are 
aligned to ours. 

93% of our customers 
supported the use of the 
quotation and connection 
survey method to gauge 
feedback and to underpin a 
suitable incentive mechanism. 
(See key insight I-C2, I-C4, I-C5 
in our Line of Sight – Major 
Connections document (Section 
9 Annexe 3)). 

  

We have directly reflected stakeholder views in setting ourselves challenging and ambitious targets.  
Customers tell us that they value access to support to ensure that their application is processed with the minimum amount 
of delay and rework. Our experience tells us that getting the details correct upfront leads to a smoother, quicker process 
that produces an efficient quote that meets the customer’s needs. That is why we have introduced “Ask the Expert” and 
other subject-specific group surgeries to support our customers before they make an application. This has been well 
received with a satisfaction rating of 95%.  
 
One area where our customer feel we can improve, is the detail we provide in the costings that form part of our 
connections offer. Customers want clarity to help them make important business investment decisions with large sums of 
money at stake. Greater transparency will help customers make informed decisions and be sure they are getting value for 
money form the offer we are providing them.  
 
Our proposed business plan actions include:  
• Providing clear support to all types of customer who want to access knowledge and services associated with 

connections.  
• Making improvements to the customer journey which will mean customers will get the connection that best suits their 

needs through a process that works for them. We will extend the support that we provide for each “connection 
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journey”, streamlining the initial connections application and ensuring that we remain fully engaged with customers 
throughout their connection journey.  

• Building intuitive automated intelligent computer algorithms (“bots”) on our website that sign-post our customers to the 
correct area of our business. This reflects feedback we have received that customers want us to work harder to ensure 
they can get to the right department and the right person, first time. 

• Offering rent-a-jointer and post-fault re-connection services for unmetered or highway connections, to deliver quick 
efficient connections.   

1.4.2 Promoting a competitive connections market  

Commitment MC2  
 

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

and demand. 

Resource and expenditure  Regulatory 
Treatment  

Customer benefit  Stakeholders / customers 
said  

Included as part of our plans outlined 
in Chapter 13 Unlocking the potential 
of digital and data. 

Included in 
baseline 
allowance. 

Customers will be 
able to make 
informed choices 
regarding their 
connection. Better 
consolidation of 
network usage data 
will improve the 
ability to self-serve 
and enable quicker, 
more efficient 
assessment of 
connection options. 

This has been a priority area 
identified by our customers. 
Between 63% and 75% of 
respondents consider improved 
network data should be our top 
priority. 89% of our customers 
stated that our commitments met 
their aspirations for our RIIO-
ED2 connections services in this 
area.  

See key insight I-C3 in our Line 
of Sight – Connections 
document (Section 9 Annexe 3). 

  

Customers tell us that they want certainty of available capacity and insight into the likely level of future demands on the 
network.  Certainty of available capacity was the top priority identified by 75% of respondents to an on-line survey aimed to 
test feedback on our proposed strategic connections initiatives for RIIO-ED2.  They are also keen to understand the 
“tipping point” i.e. the maximum load that can be taken before reinforcement is required to the network. Having this 
information in the right format, will help customers to a better understanding of how their connection fits with wider network 
conditions, allowing them to make better-informed decisions. 
  
Customers have told us that we need to do better in providing up-to-date data, in the right format and in a timely 
way. Customers are particularly keen to have access to network data at voltage levels in which they operate, and visibility 
of the impact of future network developments, including other committed connections.  
 
During 2020, we introduced our optioneering product. This product gives generation customers pricing options at three 
different level of load. Whilst customers value this information, they have also told us that they would like to see forecast 
curtailment data presented on heat maps, alongside demand and generation capacities.  
 
We will invest in our network mapping offering by further digitising network records and making them available in 
a format that will customers to interact with our data through their own applications. Additionally, we are committing to 
publish forward-looking available network capacity data to allow users to identify current and future capacity availability 
down to the level of our high voltage feeders. This will allow users to self-serve more effectively in assessing the viability of 
their projects. 
 

Our proposed business plan actions include:  
• Consulting with the market to prioritise an implementation plan based on customer needs and value.  
• Providing real-time access to digitised asset capacity data and locational data (down to high-voltage feeders).  
• Co-designing these digital services directly with customers to ensure we address their issues comprehensively. 
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1.4.3 Staying in tune with our customers’ emerging needs  

 Commitment MC3  
 

Through continuous engagement, we will drive service improvements and the development of new connections 
products and services. We will measure our performance through a range of surveys on our connections 

services (including our Connections Engagement Satisfaction Survey, Ask the Expert, Distributed Generation 
Surgeries and Feasibility Studies). Targeting at least an average customer engagement feedback score of 9/10 

over RIIO-ED2. 

Resource and expenditure  Regulatory 
Treatment  

Customer benefit  Stakeholders / customers 
said  

£2.4m for engagement activities, 
managing the improvement plan and 
implementing changes to our 
information systems. 

ODI(F). We will build a 
detailed picture of 
our connection 
customers’ evolving 
needs and 
expectations. This 
insight will ensure 
that the new 
services and 
products exceed 
their expectations. 

Customers are looking for us to 
innovate to stay in tune with 
their needs. We have heard 
that we should maintain a high 
level of engagement and 
manage the delivery of this 
strategy. 

(See key insight I-C1, I-C2, I-
C6 in our Line of Sight – 
Connections document) 
(Section 9 Annexe 3). 

  

Customers have told us they see a role for innovation to help them get connected in areas of the network that are currently 
constrained. Innovative solutions, such as flexible connections, can often shorten connection times and significantly reduce 
connection charges.  
 
We will engage with customers and other stakeholders to drive best-practice for connections services and products. To 
measure how well we are delivering for our customers, we will ask them to score our engagement and the delivery of new 
initiatives and report on this score aiming to score at least 9/10. 
  
 Our proposed business plan actions include:  
• Developing and implementing a plan to engage with potential connections customers.  
• Improving network access by managing interactivity and offering flexible connections.  
• Introducing a process that allows applications to be prioritised in the interactive queue where it can be seen that this 

will be of benefit to other applications.  
• Further extending the offering of flexible connections to any customer who may benefit from such an offering and allow 

access to network capacity for future applicants.  
• Extending the existing portfolio of products which provide customers additional support in achieving quicker, more 

efficient connections. 
• Consulting with the market to prioritise an implementation plan based on customer needs and value. 

1.4.4 Promoting a competitive connections market  
  

See Commitment Comp1 
 

  

We are leading the industry in opening up our connection activities to competition. During RIIO-RIIO-ED1, we have seen a 
significant volume of connections work, delivered both exclusively by UK Power Networks and increasingly, by independent 
connection providers (ICPs) and Independent Distribution Network Operators (IDNOs). In 2020, close to 700 
connection projects were delivered by ICPs, a volume which has steadily increased year-on-year. Many of these were 
associated with new or existing independent inset networks, operated by IDNOs. We have already introduced our Small 
Service Self-Serve (SSSS) initiative which allows independent providers to provide connections to customers with minimal 
input from us. 
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Facilitating both a competitive connections market and our economy’s drive towards net zero are two strategic goals which 
support one another. The level of connections needed over the coming decade in order to deliver the necessary changes 
to transport and heating infrastructure is unprecedented and requires a huge effort to drive these increased levels of 
activity. UK Power Networks will deliver this by ensuring that genuine choice for customers is a reality across the whole 
spectrum of connections which are undertaken. Our processes, levels of engagement and support in the area of 
connections will be unparalleled to drive this societal shift.  
 
Our draft business plan included a commitment to go further than any other DNO and re-define at least £70m of currently 
non-contestable work as contestable services over the RIIO-ED2 period.  However, Ofgem’s charging and access reforms 
proposed to commence in April 2023 provide an opportunity to push competition further than was envisaged when we 
submitted our draft plan. 
 

We are leading the industry in opening up our connection activities to competition. During RIIO-ED1, we have seen a 
significant volume of connections work, delivered both exclusively by us and increasingly, by ICPs and IDNOs. We 

have already introduced our Small Service Self-Serve (SSSS) initiative which allows independent providers to provide 
connections to customers with minimal input from us. ICPs are delivering more projects than ever before. 

But we believe we need to go further, and our customers agree. Facilitating a competitive connections market and the drive 
towards Net Zero are two strategic goals which support one another. Supporting the number of connections needed over the 
coming decade, whilst driving cost efficiency into our work programmes requires a huge effort. Together with major capital 
investment schemes, we will further open diversionary and reinforcement work to competition and ensure accredited ICPs are 
able to compete for this work. 

This commitment, in light of the likely changes to the connections charging arrangements proposed for RIIO-ED2, is 
incorporated into the Competition chapter of our business plan (See section 15) as it is likely the vast majority of 
connections-driven reinforcement will not include payments from connecting customers.  However, we believe it is 
important that the principle of competition driving efficiency, together with the feedback from connections stakeholders, 
remains central to our plans.  Accordingly, we have revised the commitment MC04 from our draft plan to include a greater 
scope where ICPs are able to contribute to our future.  
 

2.1 Provision of Critical Infrastructure 
 
UK Power Networks have provided a large array of critical infrastructure projects during RIIO-ED1, particularly in the 
London network area where the development of nine new or upgraded 132kV (or 66kV) sub-stations will be achieved within 
RIIO-ED1.  

Some of the key highlights are outlined below: 
• Roll-out of 33kV distribution connections in central London to many of the capital’s new iconic buildings. 
• 15MVA upgrade of RAF Lakenheath via two 20km 33kV circuits to enable the new F35 fighter jet fleet to be stationed 

in the UK. 
• New development at Ebbsfleet Garden City 77MVA of new capacity for 15,000 homes schools and businesses to drive 

the local economy. 
• Cross-rail Infrastructure supplies, helping to reduce congestion and commuting timescales in London. 
• Thames Tideway Tunnel Boring Machine Supplies, providing a much-needed benefit to the environment by upgrading 

the aging Victorian waste-water infrastructure. 
• Preparatory Diversions, Tunnel Boring & Permanent Traction Supplies to HS2 and Lower Thames Crossing. 
• Application of network-wide flexible connection approach for distributed generation has allowed 2000MW of 

connection offers to be accepted in our East of England network area alone in the 15 months to the end of 2020. 
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Figure 5: Greenwich Peninsula Main Sub-Station - From Concept to Reality 
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Figure 6: Stuarts Rd, Battersea – Long Tunnel Bore to New Site 

 

Our service offerings have developed considerably since the beginning of the RIIO-ED1 period and the following products 
have been introduced, delivering greater customer choice and improved service provision: 

• Flexible DG quotations offered across entire footprint, paving the way for more widespread uptake of Distribution 
Energy Resource Management System (DERMS) check consistency approach to be developed, which is leading to a 
wider range of customers, developers and service providers to employ a range of flexibility products. 

• Greater availability of network data, such as geospatial heat maps identifying available network capacity and indicated 
DG curtailment factors, significantly improving customers’ ability to self-serve when considering the feasibility of their 
developments. 

• Convertible quotations, allowing customers to gain sight of all connection option prices, without need to submit multiple 
applications. 

• Small Service Self-Serve Connections, where accredited ICPs are able to notify us with connection designs and 
connect without requiring quotations was introduced in 2017. This innovation has enabled competition to develop in 
areas which would have been less likely without this initiative and has been successful in supporting over 500 
completed connection schemes. 

• Pre-application support for all customers wanting to discuss a range of connection options have been expanded 
substantially, with ‘Ask-the-Expert’ advice volumes increasing rapidly. Individual and group surgeries, covering 
subjects from local authority electric vehicle charge point roll-out plans to distributed generation have been introduced 
with strong positive feedback. 

• Opening up wider channels of communication and support, such as quarterly newsletters and dedicated subject-
specific fora to support customers in particular aspects of the connections process has also gained very positive 
recognition in feedback we receive from customers. 
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Figure 7: Quotes from our Connections customers 

 

 

2.2 Working with our Customers to Develop and Deliver Class-Leading Customer Service 
 
UK Power Networks holds a fundamental belief that seeking and acting on customer feedback is paramount in driving and 
improving service. During RIIO-ED1, we have continued to ask all major connections customers who receive quotations 
and new connections the same questions included in the broad measure customer survey for smaller connections. In 2020, 
the average score from nearly 1,200 customers who provided feedback was 9.16 out of 10. Other services which support 
connections activities, such as ‘Ask-the-Expert’ or distributed generation surgeries, are also valuable sources of feedback 
and score well over 90% customer satisfaction rating. 
 

 

 

 

 

 

 

 

 

 

 

We recognise that we don’t deliver the service that all of our customers want 100% of the time, but that if things do go 
wrong, we ensure that every effort is made to put things right and learn any lessons from these incidents. Of the complaints 
that relate to major connections activities in the last 3 years, 61% were resolved successfully within one day and 100% 
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Figure 8: Our mean Customer Satisfaction Score (out of 10) throughout RIIO-RIIO-ED1 (Major Connections Quote and 
Complete) 
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were resolved within 31 days. Complaint resolution within UK Power Networks has been recognised externally in the 
January 2021 Institute of Customer Satisfaction report4. 
 
 

 

 
 
The infographic below provides a view of the scale and nature of customer engagement activity through RIIO-ED1, 
together with some of the key feedback from our customers. 

 
4https://lp.instituteofcustomerservice.com/hubfs/UKCSI%20Jan%202020/ICS%20UKCSI%20Exec%20Summary_January%202020%20IN
TERACTIVE_22.01.20_LP-1.pdf 

Figure 9: Our Connections Customer Satisfaction Survey results 

https://lp.instituteofcustomerservice.com/hubfs/UKCSI%20Jan%202020/ICS%20UKCSI%20Exec%20Summary_January%202020%20INTERACTIVE_22.01.20_LP-1.pdf
https://lp.instituteofcustomerservice.com/hubfs/UKCSI%20Jan%202020/ICS%20UKCSI%20Exec%20Summary_January%202020%20INTERACTIVE_22.01.20_LP-1.pdf
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Figure 10: A view of the scale and nature of customer engagement activity through RIIO-ED1 alongside key feedback from 
our customers 

 

We have adopted a comprehensive engagement strategy across an ever more diverse group including connecting 
customers and their advisers or consultants, independent connection providers and public bodies seeking to gain advice or 
work collaboratively. 
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2.2.1 Development of a Competitive Connections Market 
 
RIIO-ED1 has seen a significant volume of connections work, delivered both exclusively by UK Power Networks and 
increasingly, by independent connection providers (ICPs & IDNOs). In 2020, 3,620 MW of capacity was made available to 
new connection customers via ICP/IDNO accepted offers, compared to 1,650 MW via accepted UK Power Networks 
contestable offers. This represents a 26% retained market share for UK Power Networks across the three license areas5. 
In one of the key market segments, HV demand, by way of comparison, UK Power Networks’ market share was 36% in the 
12 months to September 2021, down from 65% in the 12 months to March 2013. 
 
UK Power Networks have been at the forefront of opening up the connections market to competition, introducing many 
measures to aid customer choice. UK Power Networks adopted a pioneering role with Lloyds Register to develop a 
framework for ICP self-certification of design and delivery of connections which is used by several ICPs to streamline the 
efficiency of providing connections. 
 
UK Power Networks has worked hard to stimulate competition in areas of the market where barriers to entry are perceived 
to exist on grounds of scale, particularly for smaller LV connections. The Small Service Self-Serve initiative was introduced 
by UK Power Networks in 2017 to allow ICPs to design and notify UK Power Networks of a small low voltage connection, 
rather than request quotations and gain prior approval of the design, saving money and time in gaining a connection. This 
has been very successful and since introduction, over 500 new connection schemes have been connected in this way, with 
220 of these occurring in 2020 as uptake grew substantially. 
 

Overall, UK Power Networks has delivered substantial improvements in customer 
choice during RIIO-ED1 and the feedback has been overwhelmingly positive. 
 
 
In feedback to Ofgem’s 2021 consultation on the Incentive on Connections 
Engagement from BUUK, the UK’s largest ICP/IDNO group, working across all 
distribution network areas, UK Power Networks were ranked best performing company 
in supporting competition across a range of factors and indeed, best in every individual 
category.6 
 
 
 
 
 
 
 
 
 

 

2.2.2 Supporting a Low Carbon Economy through Innovation and Open Data 
 
There has been a significant change in the mix of connections work during RIIO-ED1 towards supporting a lower carbon 
economy and this will continue in RIIO-ED2 to a greater degree. 
 
Since 2010, UK Power networks have connected nearly 5,000MW of distributed generation (DG). Whilst the national 
subsidy framework for DG has changed to reflect the falling cost of PV cell production, UK Power Networks began piloting 
flexible DG zones across our Eastern and South East network areas, where connections could be made on the 
understanding a generator could be curtailed for short periods if the network reaches a capacity limit. These were 
successful, attracting a number of new connections which would not have progressed, were it not for the approach defined 
for flexible DG. With this success, we opened the entirety of our 132kV and 33kV networks to flexible DG connections in 

 
5 UK Power Networks retains a 26% market share based on total demand/generation capacity in accepted schemes in 12 months to Sep 
2021. 

6 Incentive on Connections Engagement consultation on the Distribution Network Operators’ 2021 submissions | Ofgem 

https://www.ofgem.gov.uk/publications/incentive-connections-engagement-consultation-distribution-network-operators-2021-submissions
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2019, rebranding to Active Network Management (ANM). This has triggered an unprecedented rise in new DG capacity 
accepted, particularly in our Eastern network area. In 2020 alone, 14 large DG connection offers were accepted, totalling 
524MW combined generation capacity, were accepted via ICP connections, all of which benefitted from our wider ANM roll-
out, enabling society to benefit from a further reduction in reliance on fossil fuels. 
 
The growth in electric vehicles and charging points has become more evident through the RIIO-ED1 period and we have 
been at the forefront of working with local authorities, charge point installers and end customers to define appropriate 
solutions. Since the beginning of RIIO-ED1, we have facilitated the connection and installation of thousands of EV charging 
points but the rate of charge point installation will rise rapidly during the RIIO-ED2 period from the 600/month we see today, 
supporting rapid uptake of electric vehicles. Our Distribution-Future Energy Scenarios (D-FES) document has been 
developed and shared with our stakeholders to help shape both their requirements and our response to drive the changing 
energy environment. Close engagement with customers, such as Transport for London (TfL) has delivered innovative, co-
ordinated, and cost-efficient approaches towards the electrification of London’s bus fleet. Waterloo bus garage, for 
example, was upgraded with a time-profiled demand connection to the distribution network to avoid reinforcement several 
years ago which allowed a fleet of 42 buses to be introduced from 2016, meeting our customer’s needs for a timely 
upgrade to pilot the use of electric buses, off-setting 900 tonnes of CO2 emissions within the first year following connection. 
 

  
Particularly in support of the adoption and connection of technologies driving towards net zero, we introduced a feasibility 
study product where we are able to advise customers on the best approach to achieving cost-efficient, timely connections. 
Examples include the rollout of several thousands of domestic DG installations across a local authority’s entire public 
housing stock and identification of proposed options for the electrification of all London bus garages within our 
geographical footprint.  
 
A similar product introduced more recently is an optioneering product, which supports customers to explore business cases 
across different technologies, capacity, and locations. This has been used primarily for DG connections and allows 
customers to build business cases more quickly in assessing how and where to progress with connections. 
 
We have also come a long way since DG Heat maps were rolled out earlier during the RIIO-ED1 period, which identify 
where the network has spare capacity. Since introduction, these have been evolved and continually improved so that UK 
Power Networks, from 2020, has included indicated curtailment factors in constrained areas of the networks, in support of 
Distributed Energy Resource roll-out. The positive impact to our customers from improving the speed and efficiency with 
which a project’s viability can be assessed is clear through feedback provided. 
 
Overall, during RIIO-ED1, UK Power Networks has covered an enormous distance on providing excellent levels of 
customer service, further developing a competitive market, and delivering services and connections in the drive towards 
net zero. Our product portfolio and approach have evolved hugely through innovation and we stand in a good position to 
review progress and plan for the significant further progress that will be made, together with our customers, during RIIO-
ED2. 
 
 
 
 

Figure 11: Tackling the Net Zero challenge 
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3.1 Workforce Review to Support the Low Carbon Transition 
 
As the uptake of electric vehicles and other LCTs increases, the reliance on the electricity network will grow and the level of 
connections activity will rise steeply to facilitate this shift the majority of this connections activity will fall within the Major 
Connections scope.  We have mapped our resource requirements for the provision of connections across the business 
against each of the Distribution Future Energy Scenarios (DFES) and are already scaling up our resource to meet recent 
growth in demand for LCT connections.  A similar, rapid increase in demand for our connections services was seen in the 
period after 2010, when 5GW of distributed generation was connected to our networks. Our organisation is able to respond 
to this challenge of significant changes in volume of work. 
 
Home, off-highway chargers will yield little increase in connections work (the resource for service and fuse upgrades is 
discussed in our workforce resilience chapter, whereas on-highway EV charger connections will drive increased workloads 
in a scalable way.  Whilst connections volumes will grow substantially, because the scope and complexity is relatively low 
for these connections, recruitment, training and contracting additional resource to meet demand is a manageable task 
against even the more rapid journeys towards net zero. 
 
Innovation will play a significant part in helping to meet the resourcing challenge for large LCT connections through the 
digital transformation of our asset data, enabling more efficient decisions to be made on optimum connection solutions.  
Ensuring this information is available for our customers will also deliver further improvements in efficiency where customers 
are able to self-serve.  We have already connected a number of EV charging solutions with a time-profiled capacity and the 
wider roll-out of time-profiled and flexible connections will deliver reductions in the amount of work required to deliver 
capacity to new connections.  Similarly, a smarter energy landscape, where price signals act to drive consumer behaviour 
will again reduce the volume of reinforcement required from new connections. 
 
These efficiencies will drive significant benefit for connecting customers and will mitigate the impact of an increasing 
volume of connections on workload.  Nevertheless, there will still be a steep rise in the resourcing requirements to deliver 
Major Connections work over RIIO-ED2.  These aspects are part of a wider resource planning exercise discussed in more 
detail in our workforce resilience chapter.  Considering only the Major Connections activity, a number of assumptions such 
as which DFES scenario will be followed, market penetration of ICPs, and so on, have been made in the preparation of the 
workforce resilience planning exercise.  To a first approximation, this is likely to yield something of the order of a 50% - 
80% increase in connections workforce requirements, across planning, assessment, and construction activities over the 
next 7 years. 
 
This represents a significant increase and we have already started on this upscaling in our resource based on levels of 
sustained market interest for connections from 2020.  The types of resource required are generally scalable quickly, with a 
well-proven training pathway, and we have a clear plan in place to respond proactively to the anticipated market volume 
changes.  We achieved the successful, initial wide-scale roll-out of distributed generation from 2010 over the following 5 
years and are well-placed to repeat this scaling of our business for the low carbon transition. 
 
In support of the low carbon transition, Ofgem’s proposals to change the connections charging arrangements as well as 
wider access arrangements have the potential to impact the volume of connections work required during RIIO-ED2.  Whilst 
a final decision is not due until 2022, it is likely that reinforcement costs incurred by connecting customers under existing 
charging rules will be largely socialised across all distribution-connected customers in RIIO-ED2.  The impact on the 
business plan costs and on the volume of connections activity has been analysed under different possible scenarios.  A 
modest number of connections are likely to progress under the new arrangements that would not have progressed under 
the current charging arrangements.  However, the ability to plan reinforcement of the distribution network more 
strategically, together with the greater incentive to consider flexibility solutions that Ofgem’s proposals afford, will mitigate 
the increase in the volume of connections work.  On balance, the increase in connections volume will be much less than 
that driven by the roll-out of vehicle charging points.   
 
A key concern of the charging and access proposals is the introduction of the changes for all connection applications 
received from 1 April 2023, rather than spreading this impact over a longer period or allowing implementation immediately 
after a decision.  This will result in a short-term drop in applications ahead of this date, followed by a very high application 
volume immediately after the introduction of a revised charging approach which benefits connecting customers.  We will 
continue to review our busines planning assumptions and, via continued engagement with customers, UK Power Networks 
will manage this short-term, transitional issue to ensure customer service is maintained throughout. 
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3.2 Our Stakeholder Engagement – Driving Our Plans through Co-Design  

The wealth of customer engagement undertaken during RIIO-ED1 has given strong insight into what customers require of a 
distribution network (and system) operator. Further engagement has provided a more focussed view of what UK Power 
Networks should offer its connections customers from 2023-2028. Key input to our RIIO-ED2 plans are identified below and 
it is with these series of engagements that we have formed and developed our plans: 
 

Table 3: Mapping of Engagement Approach with Customer Type 

 
• Close to 300 domestic and small commercial enterprises were interviewed about possible connections journeys. 

Whilst this was focussed on small connections, owing to the segmentation of the regulatory market segments, a 
proportion of these customers. 

• 40 small and medium business customers were interviewed over what considerations are most valued in the 
connections journey and how they would wish this service to evolve. 

• Every local authority within our footprint has been engaged to seek views and contribution towards what is needed to 
support their aspirations towards achieving their net zero plans. Several local authorities have declared climate 
emergencies and we see it as a vital responsibility to share the outcomes from the Distribution-Future Energy 
Scenarios (D-FES) study to support their needs in delivery of their local area action plans. 

• Stakeholder fora are held at least 8 times per year across four key market areas, which form a basis for agreeing 
many of the ICE initiatives adopted throughout RIIO-ED1. These fora have been active, two-way engagements where 
industry updates are shared, new products are co-designed, and feedback is sought on how UK Power Networks is 
performing and where it should place further emphasis. 

• In parallel with these groups, we formed corresponding scrutiny panels to provide robust challenge to our past 
performance and forward thinking of our ICE plans. These groups meet a total of nine times per year across three 
separate groups. 

• Customer feedback is continually sought through surveys against all quotations, budget estimates and connections 
work completed. Together, this gathers feedback from well over 1,000 connections customers per year. 

• Additionally, many other services are surveyed, including the value of our fora events, Ask-the-Expert services, 
feasibility studies etc. Whilst the scores from this feedback provide a valuable barometer of our performance, the 
comments customers offer provide valuable insight by which we have and will continue to improve. 

• Focussed RIIO-ED2 panel sessions held in November 2020 to understand key relative priorities. One of the panel 
sessions was held jointly to consider our DSO strategy, given the significant overlap in some of the areas concerning 
innovation in network data provision and active network solutions. In some areas identified by Ofgem as baseline 
requirements, we already perform very strongly, whilst in others, we have further ground to cover during RIIO-ED2. 
These were followed with a much broader on-line survey to gain another reference point to provide a critical view of 
our plans. 

 
A summary of our engagement and the key direction provided by our customers is included in Annex 2. This includes a 
breakdown of demographics and any regional factors considered in shaping our plans. 

Stakeholder Small 
Connection 
Journeys 

SME 
Interviews 

D-FES 
Local 

Authority 

Stakeholder 
Fora 

Scrutiny 
Panels 

Wider ICE 
Engagement 

ED2 
Focus 

Groups 

ED2 
Proposed 

Action 
Survey 

Major 
Connections 

Customer 
Survey 

Domestic Y       Y y 

Small 
Developer 

 Y Y Y  y  Y Y 

SME Y Y  Y Y Y Y Y Y 

Local 
Authority 

  Y Y Y Y  Y Y 

Consultant    Y Y Y Y Y Y 

Large 
(Multi-) 
National 

   Y Y Y Y Y Y 

Energy 
Asset 
Owner 

   Y Y Y Y Y Y 

ICP/IDNO    Y Y Y Y Y Y 
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3.3 Options Considered During Co-Design with Stakeholders 
Together with feedback from existing stakeholder engagement and guided by Ofgem’s drafted baseline requirements, a 
number of RIIO-ED2-focussed reviews were used to test three levels of ambition, with examples of activity or initiatives 
tested with stakeholders.  
 
The descriptions of these levels of ambition were introduced as: 
• Steady – continue to do in line with RIIO-ED1. 
• Increase – evolve and/or increase the level of service in this area over the next regulatory cycle. 
• Maximise – drive significant enhancement from existing offering by the end of the RIIO-ED2 period. 
 
Feedback from these sessions was used to develop the early proposals further and was played back to our customers 
during Feb-Mar 2021 stakeholder forum events. Both the scope and ambition of the initiatives were tested during these 
interactive sessions and it was clear from feedback that this co-developed plan of activities gained our customers’ approval 
and we have therefore our focus is to: 

• Continue to drive and evolve stakeholder engagement through the next regulatory period in order to retain our 
industry-leading approach. 

• Improve access to network data, such as GIS records, network capacity & existing load, future predicted load, areas of 
constraint. 

• Develop products that promote quicker, more cost-efficient access to connect to the network, working with other 
network operators to drive towards common approaches, policies, and procedures. 

• Innovate and drive improvements in the way we support customers’ access to our range of connections services and 
wider support in navigation through the connections journey. 

 
This feedback has also affirmed a view that we should retain a live, strategic approach towards delivering the connections 
strategy, allowing flexibility to introduce tactical measures or refine the strategy through the RIIO-ED2 regulatory period. It 
is clear that formally reviewing the strategy with stakeholders throughout the regulatory period, gauging feedback on 
deliverables and enhancing or revising the plan as required is supported by stakeholders. This will allow us to incorporate 
changes and the introduction of tactical initiatives to respond how the industry, market conditions or technology develops. 
 
Options were presented to groups, with knowledge of this prior feedback, in order to gauge what priorities existed with 
different groups. Key areas where optionality was considered included: 
• Placing additional elements of connections work (and associated works) into the contestable domain, allowing ICPs 

and IDNOs to benefit from increased access to competition whilst affording customers greater choice. 
• Identification of which key areas customers would benefit from further support or information in the connections 

journey. 
• Where network data supports customers to assess the viability of a possible development, specifically what elements 

of this dataset would be most useful to customers in achieving this. Considerations included the level of granularity of 
data. 

• Aligned to the point above, the options over the method by which network data is made available was reviewed to 
ensure customers are able to benefit fully from its publication. 

• Methods of measurement of the outputs achieved whilst delivering the connections strategy and reporting on 
performance to stakeholders. 

 
We have also gained insight from other areas in our business plan such as DSO, Facilitating Net Zero, and Digitalisation 
and Ofgem’s own principles and baseline requirements which have been informed by their own engagement and 
consultation. 
 
Annex 2 summarises the engagement undertaken in the co-design of this connections strategy and the specific actions that 
were defined to the earlier elements of the engagement programme are outlined on [pages 21-24.] 
 
Our ambition is to set challenging targets which is supported by our customers, who will then judge the outcome against 
these targets. Many of the requirements to develop our service to major connections customers follow the format of short- 
or longer-term activities to revise process or enhance communications, for example, in order to deliver a meaningful 
improvement in service. Stakeholder feedback has indicated that this programme, together with any supporting surgeries, 
supporting services etc. should be measured with performance judged against the resulting feedback scores. 
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We are committed to retain a high level of service for all customers and ensure that single transaction customers, those 
seeking only one connection (such as a small business owner), are supported equally as well as those customers seeking 
many connections (such as an independent connection provider or a utilities consultant). Customers with only one 
connection transaction with UK Power Networks are unlikely to contribute substantially to the evolution of UK Power 
Networks’ connections service through our formal engagement events, yet they represent a significant volume of the major 
connections customer-base. Ensuring these customers have clarity and appropriate direction and support in how to gain 
new or modified connections is clearly important and as such, feedback from customer satisfaction surveys of these 
customers has informed a number of revisions to our process, web-site and wider forms of communication and information 
provision. We believe this is a positive way to gain feedback and ensure single-transaction customers are well served and 
that this should continue in RIIO-ED2. Our stakeholder feedback from RIIO-ED2-focussed engagement supports this view. 
 
This provides a firm basis for ensuring that UK Power Networks meets the needs of its customers and our stakeholders 
look to us to set challenging targets to work towards in RIIO-ED2 in order to lead the electricity industry to a lower carbon 
future. 

We have developed a Major Connections strategy that is:  

• Comprehensive, applying to all market segments for major connections. 
• Driven by customer requirements. 
• Focused on delivering the best service possible for customers, providing access to flexibility services where required. 
• Flexible making use of extensive customer and stakeholder engagement to shape and refine our services throughout 

RIIO-ED2.  
 
As a result, we have already implemented measures to go ‘above and beyond’ to support improving the connections 
experience and are committing to continually expanding our connections services. This feedback has also affirmed a view 
that we should retain a live, strategic approach towards delivering the connections strategy, allowing flexibility to introduce 
tactical measures or refine the strategy through the RIIO-ED2 regulatory period. It is clear that formally reviewing the 
strategy with stakeholders throughout the regulatory period, gauging feedback on deliverables and enhancing or revising 
the plan as required is supported by stakeholders. This will allow us to incorporate changes and the introduction of tactical 
initiatives to respond to changes in the electricity industry, market conditions or technology evolution. 
 
By developing our plans with our stakeholders and testing proposed actions and commitments with this wide and diverse 
group, we have directly reflected our stakeholder views in setting ourselves challenging and ambitious targets. We will 
continue to monitor and deliver meaningful improvements to our service in order to exceed our customer’s requirements by 
acting on this feedback.  

Summarised below are our Major Connections Strategy commitments for RIIO-ED2. Under-pinning the delivery of these 
commitments are a series of actions which have been co-designed with our customers through an extensive and 
comprehensive engagement programme. These actions are discussed in detail and summarised in the following section. 

Commitment MC1 

We will continue to address our Major Connection customers’ needs by providing sector-leading customer 
satisfaction. Targeting to be #1 DNO Group or at least delivering 90% satisfaction scores (vs 88.6% average 
achieved in RIIO-ED1). 

We will measure customer satisfaction in a similar manner to that applied to minor connections, achieving at least 9/10 on 
average over RIIO-ED2. 
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Commitment MC2 

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

We will provide API-format digitised network locational / GIS data as well as identification of future available capacity on 
assets down to high-voltage feeders, based on existing and committed connections, updated [weekly], identifying any areas 
of network constraint and possible future flexible connection options.  Much of this information will be made available earlier 
in RIIO-ED2 and the roll-out programme be developed with stakeholder engagement.  All of this information as described 
will be available by the end of RIIO-ED2. 

 

This may be supported with graphical representation of data, such as via heat maps, and longer-term planning indicators, 
such as long-term development statements. 
 
 

Commitment MC3 

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

We will run a Connections Engagement Satisfaction Survey, reporting annually, scoring at least 9/10 on average over RIIO-
ED2. 
 

  
See Commitment Comp1 

 
  

Our draft business plan included a commitment to go further than any other DNO and re-define at least £70m of currently 
non-contestable work as contestable services over the RIIO-ED2 period.  However, Ofgem’s charging and access reforms 
proposed to commence in April 2023 provide an opportunity to push competition further than was envisaged when we 
submitted our draft plan. 

But we believe we need to go further, and our customers agree. Facilitating a competitive connections market and the drive 
towards Net Zero are two strategic goals which support one another. Supporting the number of connections needed over the 
coming decade, whilst driving cost efficiency into our work programmes requires a huge effort. Together with major capital 
investment schemes, we will further open diversionary and reinforcement work to competition and ensure accredited ICPs are 
able to compete for this work. 

This commitment, in light of the likely changes to the connections charging arrangements proposed for RIIO-ED2, is 
incorporated into the Competition chapter of our business plan (See Chapter 15) as it is likely the vast majority of 
connections-driven reinforcement will not include payments from connecting customers.  However, we believe it is 
important that the principle of competition driving efficiency, together with the feedback from connections stakeholders, 
remains central to our plans.  Accordingly, we have revised the commitment MC04 from our draft plan to include a greater 
scope where ICPs are able to contribute to our future.   

 

6.1 A – Real-time access to digitised network capacity data and location data 
 
Led by our Digitisation strategy commitments, we will provide a greater level of granularity in the data about our network to 
our customers.  API-format digitised network locational / GIS data will be made available and we will also provide, via 
schematic records of our assets, again in API-format, future available capacity down to the level of our high-voltage feeders 
from primary sub-stations. This data will be based on existing and committed connections, updated at least weekly, and will 
identify any areas of network constraint and possible future flexible connection options. This represents a significant 
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investment in UK Power Networks’ Information Infrastructure and requires full digitisation of our asset data.  Much of this 
data will made be available during the RIIO-ED2 period, as our digital strategy delivers its outputs and all of the above will 
be available by the end of the RIIO-ED2 period. 
 
Further presentation of network data will be made via graphical representation of data, such as via heat maps, and longer-
term planning indicators, such as long-term development statements. We believe this exceeds the baseline requirements 
set by Ofgem, as both the method of data presentation in API format and the nature of the data, being based on future 
commitments, goes beyond what is defined in the baseline standard. Fulfilling this action would present the data in a 
consolidated format, beyond that which is available today internally to UK Power Networks teams. 
 
Customers will benefit significantly from a heightened ability to self-serve in identifying the cost and likely timing 
implications associated with a possible connection, leading to large reductions in timescales to assess the feasibility of 
projects. 

6.2 B – Enhanced support in accessing UK Power Networks’ connections services 
 
The support extended to customers via our website or through speaking with our staff on gaining connections is currently 
very considerable. We will develop this further and provide clear support to all types of customer in accessing knowledge 
and services associated with connections. This support will include clear guides on connections journeys, metered and 
unmetered, how to access these services and how to gain further support in the connections process. Connections 
journeys will be clearly set out and choices available to customers will be explained along with any information 
requirements. 
 
Staff will be trained in how to access and present this material to customers verbally or in writing in order to provide a 
heightened level of consistency across different methods of accessing this support. This will provide further improvements 
to the ease of access to UK Power Networks’ connections offerings and will be measured through the survey responses 
from customers in receipt of these services. 
 
As with all service provision, UK Power Networks will continue to proactively seek positive affirmation we have met and 
exceeded expectations and to this end, we will continue to evolve this material as product offerings, and societal 
expectations evolve through the next regulatory period. 
This action will continue to improve the ease and speed by which customers gain connection offers and budget estimates 
and we believe it is reasonable therefore to measure the success of this action through our customer quotation surveys. 
Against this measure, our commitment is to deliver customer satisfaction feedback scores of 9/10 on our provision of 
quotations, estimates or budget estimates and in committing to this excellent level of customer service, we believe we are 
going beyond the baseline requirements set by Ofgem. 

6.3 C – Extending the support for connections journeys 
 
Currently, we offer a number of additional services, beyond simply providing quotations or estimations and delivering 
connections. We will continue to offer these services to support connections and streamline the initial connections 
application. This will include Ask-the-Expert, feasibility studies, 1-to-1 and group surgeries, and will be developed through 
RIIO-ED2 jointly with customers to ensure needs are met. These services are very popular and, whilst we incur cost in 
delivering this support, this has proven to be a very efficient investment of time which saves customers’ time and, in the 
long-run, saves UK Power Networks time and money against the alternative of not providing such an offering. These 
services will be surveyed, and our commitment is to achieve a feedback score of 9/10 or above across all services and 
wider engagement. This represents extremely strong levels of advocacy and goes beyond what is required of the baseline 
standards. 
 
We see the use of and further development of these service offerings as particularly important in supporting the journey to 
net zero.  As our customer base expands significantly, the volume of connections customers with little technical or electrical 
experience and who may be unfamiliar with the electricity industry will expand substantially.  This might include energy co-
operatives or community energy groups or new micro-businesses engaging with LCTs for the first time.  We see the 
provision of comprehensive support and clearly sign-posting the availability of this support an essential offering which has 
huge benefits to customer experiences.  The importance of these services in improving UK Power Networks’ cost efficiency 
by encouraging a ‘right-first-time’ service to connections customers is not under-estimated and will ultimately support lower 
connection prices.  
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6.4 D – Comprehensive stakeholder engagement in our business planning 
 
We will evolve and deliver a comprehensive plan to engage with all potential connections services customers. This will 
include stakeholder review fora aligned to key connections themes, scrutiny panel reviews, D-FES requirements capture, 
survey feedback on evolving connections strategic plan, multi-channel periodic updates on services and any further wider 
engagement developed through RIIO-ED2. Annual feedback will be sought via our stakeholder fora, scrutiny panel and 
further wider surveys as appropriate. Our approach is depicted below. 
 

 

It is important that we get this engagement right to make sure the initiatives we develop with our stakeholders and 
customers will meet their needs and requirements. Once set, our customers will rely on us to deliver the initiatives to time 
and to meet their expectations. Our commitment is to achieve a feedback score of 9/10 across stakeholder engagement 
and wider connection services. This represents extremely strong levels of support for our progress in delivery of the RIIO-
ED2 commitments and wider plans to deliver improvements for connections customers and goes beyond what might be 
required of a minimum baseline standard. 

6.5 E – Full engagement and dialogue through a connections journey 
 
Customer outcomes are typically better and achieved more efficiently and quickly if they are genuinely co-designed with a 
service provider. We will ensure customers are fully engaged in choices or options to reduce cost and/or delivery 
timescales and that a comprehensive description of scope and cost-breakdown are provided. This could include reviewing 
original requirements, identifying efficiencies during delivery, such as collaboration with other site or wider excavation 
activities or even building a platform and process to actively support collaborative working amongst connection customers.  
 
As part of this action, customers will be nominated a point of contact throughout the connections journey. On completion of 
the connection, scope will be reviewed, and a timely reconciliation process will be managed where required. Evidence of 
our success in this area will be based on delivering customer satisfaction feedback scores of 9/10 against our provision of 
quotations, estimates and completed connections and in committing to this excellent level of customer service, we believe 
we are going beyond the baseline requirements set by Ofgem. 
 
 
 

Figure 12: Our approach to stakeholder engagement 
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6.6 F – Rent-a-jointer and rapid post-fault highway asset reconnection 
 
For unmetered or highway connections, rent-a-jointer and post-fault re-connection services will be offered to deliver quick 
efficient re-connections of critical infrastructure. Note that these services are already existing offerings in RIIO-ED1. For 
example, rent-a-jointer was introduced in 2007 by UK Power Networks and subsequently adopted across the DNO groups. 
These fast-track services far exceed regulatory obligations and the evidence will be based on feedback received from 
these customers. It is likely that volumes will be relatively low, so survey responses are less appropriate to gauge 
feedback.  Evidence of this continued service offering is provided through the publication of pricing information on our 
website. 
 

6.7 G – Improved network access through managing interactivity and offering flexible connections 
 
Processes will be introduced to improve access to network capacity by actively managing interactivity queues. These will 
act to promote connection schemes in an interactivity queue which allow access for others (e.g. storage) and demote slow-
moving projects in favour of those ready to connect. This will be done in conjunction with other network operators as 
appropriate to support industry consistency and less possible confusion amongst customer groups. This will facilitate 
quicker connections and improve cost efficiency for DUoS-paying customers by avoiding unnecessary or early 
reinforcement costs. 
 
In addition to this, we will offer flexible connections to all customers who may benefit from a flexible connection. Our 
procedures will be co-developed with customer and stakeholder involvement and will be published externally. References 
to these processes will be made in our evolving customer journey material. 

6.8 H – Surveying of customer feedback to support output metrics of customer satisfaction and 
engagement 
 
Demonstrating successful outcomes from several of the actions described above are dependent on objective measurement 
of customer satisfaction. We are committed to measurement and publication of customer service feedback from quotations, 
connections and wider associated supporting services and engagement and will continue to undertake this in RIIO-ED2. 
We will strive to continually improve this feedback and live by the values of a true service-oriented culture for the benefit of 
both our customers and, ultimately, for the societal benefits in leading the way to a lower carbon economy. 
 
As outlined earlier, we will achieve customer satisfaction feedback of 9/10 for quotations, budget estimates and 
connections in aggregate and 9/10 or all other engagement and supporting services. Achieving this output is ambitious 
when compared to existing customer service scores, either across wider sectors or within the electricity distribution sector. 
We believe this goes beyond the level which might be set as a baseline requirement. 

6.9 I – Increasing the bounds of contestability 
 
We will further reduce the scope of work deemed non-contestable, opening up the connections market to greater levels of 
competition. This will include simplification of assurance processes for ICPs to self-certify design and connection work as 
well as increasing the areas of construction work deemed contestable. UK Power Networks is committed to leading across 
the UK in reducing non-contestable electricity connections work. This is not a baseline requirement set by Ofgem and in 
making this commitment to lead in the reduction of non-contestable services, UK Power Networks is going beyond the 
connections strategy baseline requirements. Evidence of contestable and non-contestable services is stated in DNOs’ 
connection charging statements. We will work with our stakeholders ahead of and during RIIO-ED2 to consult on priority 
areas for the introduction of contestability. This likely to include, but not necessarily be limited to, consideration of 
diversions not associated with connection sites, connections-driven reinforcement work, simplification of the assurance 
processes for design/connection approval and work within operational sites. 
 
The following table sets out, against the baseline principles, what actions we will deliver and how we will address and 
measure performance against these actions to deliver benefits to our customers and stakeholders
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Table 4: Summary of RIIO-ED2 Actions 

Ref Action Specific Target Benefit to 
Customer 

Ofgem 
Baseline 
Requirem
ents 
Satisfied 
– ref 
Annex 1 

Baseline 
Requirements 
Exceeded 

Costs/ 
Resources 
over Duration 
of RIIO-ED2 

A Provision of API-format 
digitised network locational / 
GIS data as well as 
identification of future 
available capacity on assets 
down to high-voltage 
feeders, based on existing 
and committed connections, 
updated monthly, identifying 
any areas of network 
constraint and possible 
future flexible connection 
options. 
 
This may be supported with 
graphical representation of 
data, such as via heat 
maps, and longer-term 
planning indicators, such as 
long-term development 
statements. 

Data presented 
as described by 
the end of the 
RIIO-ED2 
period 
 
Much of this 
information will 
be available 
before this as 
our digital 
platform 
evolves 

Improved self-serve 
capability allowing 
quicker more 
efficient planning, 
reducing reliance 
on DNO. 

1, 6, 13 Yes 
(specific usable 
format and 
heightened ability 
to self-serve 
beyond that 
specified in 
baseline 
requirements). 

Costs 
incorporated 
into our digital 
strategy 

B Provide clear support to all 
types of customer in 
accessing knowledge and 
services associated with 
connections. This support 
will include clear guides on 
connections journeys, 
metered and unmetered, 
how to access these 
services and how to gain 
further support in the 
connections process. 
Connections journeys will be 
clearly set out and choices 
available to customers will 
be explained along with any 
information requirements. 

Part of 
connection 
service survey 
questionnaire 
feedback - 
overall score 
>93%. 

Improved clarity 
and ease of access 
to UK Power 
Networks 
connections 
services. 

2, 3, 4, 7, 
9, 10, 14, 
16 

Yes 
(evidence of pan-
industry leading 
customer 
feedback). 

£150k 
(approx 1FTE 
for 1 year + 
design & IS 
support). 

C Offer connections services 
to support connections and 
streamline the initial 
connections application. 
This will include Ask-the-
Expert, 1-to-1 and group 
surgeries, feasibility studies 
and will be developed 
through RIIO-ED2 jointly 
with customers to ensure 
needs are met. 

Score of at least 
93% 
satisfaction 
from surveys of 
these services. 

Additional support 
in rationalising 
options ahead of 
making a 
connection 
application to 
reduce project 
planning 
timescales. 

8 Yes 
(evidence of pan-
industry leading 
customer 
feedback). 

£500k 
(approx 1.5 FTE 
through RIIO-
ED2). 
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Ref Action Specific Target Benefit to 
Customer 

Ofgem 
Baseline 
Requirem
ents 
Satisfied 
– ref 
Annex 1 

Baseline 
Requirements 
Exceeded 

Costs/ 
Resources 
over Duration 
of RIIO-ED2 

D Manage a comprehensive 
plan to engage with all 
potential connections 
services customers. This will 
include stakeholder review 
fora aligned to key 
connections themes, 
scrutiny panel reviews, D-
FES requirements capture, 
survey feedback on evolving 
connections strategic plan, 
multi-channel periodic 
updates on services and 
any further wider 
engagement developed 
through RIIO-ED2. 

Evidence of 
published, 
evolving 
strategy and 
customer 
feedback. 
 
Score of at least 
93% 
satisfaction 
from surveys of 
these services. 

Customers will 
inform and 
contribute to our 
programme of 
continuous service 
innovation and 
excellence. 

5 Yes 
(evidence of pan-
industry leading 
customer 
feedback). 

£1,200k 
(2 FTE + venue 
hire & IS 
support through 
RIIO-ED2). 

E Ensure customers are fully 
engaged in choices/options 
to reduce cost and/or 
delivery timescales and that 
a comprehensive 
description of scope and 
cost-breakdown are 
provided. This could include 
reviewing original 
requirements, identifying 
efficiencies during delivery, 
such as collaboration with 
other site or wider 
excavation activities, and 
timely management of 
scope variations. As part of 
this initiative, customers will 
be nominated a point of 
contact throughout the 
connections journey. On 
completion of the 
connection, scope will be 
reviewed, and a timely 
reconciliation process will be 
managed where required. 

Part of 
connection 
service survey 
questionnaire 
feedback - 
overall score 
>93%. 

Improved support 
to reach optimum 
solution, achieving 
connection cost 
reductions and 
quicker 
connections 
journey timescales. 

11, 12, 17 Yes 
(evidence of pan-
industry leading 
customer 
feedback). 

No cost process 
improvement 
will benefit both 
customers and 
UK Power 
Networks 

F For unmetered or highway 
connections, rent-a-jointer 
and post-fault re-connection 
services will be offered to 
deliver quick efficient 
connections (note: 
continuation of existing 
service from RIIO-ED1). 

Achieve overall 
score >93% in 
customer 
service 
feedback. 

Fast-track 
response far 
exceeding 
regulatory 
requirements, 
benefitting 
connections and 
wider highway 
users. 

15, 20 - No cost 
extension of 
existing service 
with process 
improvements. 
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Ref Action Specific Target Benefit to 
Customer 

Ofgem 
Baseline 
Requirem
ents 
Satisfied 
– ref 
Annex 1 

Baseline 
Requirements 
Exceeded 

Costs/ 
Resources 
over Duration 
of RIIO-ED2 

G Processes will be introduced 
to improve access to 
network capacity by actively 
managing interactivity 
queues. These will act to 
promote connections in an 
interactivity queue which 
allow access for others (e.g. 
storage) and demote slow-
moving projects in favour of 
those ready to connect. This 
will be done in conjunction 
with other network operators 
as appropriate to ensure 
industry consistency. We 
will also introduce flexible 
connections to all customers 
who may benefit, further 
improving access to network 
capacity. 

Processes in 
place, published 
and sign-posted 
in connections 
journey 
material. 

Improved network 
utilisation and 
fairness in access 
arrangements 
(subject to SCR / 
license changes). 

18, 19 - £700k 
(one-off IS 
investment on-
going 2FTE to 
manage). 

H Measurement and 
publication of customer 
service feedback from 
quotations, connections and 
further associated 
supporting services. We will 
work to continually improve 
this feedback and evolve the 
scope in consultation with 
customers. 
Supports output metric for 
other commitments. 

Publication of 
results from 
surveys 
>93% for 
quotations/deliv
ery 
>93% achieved 
for wider 
supporting 
services. 

Excellence in 
serving UK Power 
Networks' 
connections 
customers & key 
vehicle to provide 
constructive 
feedback on all 
aspects of these 
services. 

N/A Yes 
(not a baseline 
requirement but 
drives service 
culture within UK 
Power Networks 
and provides a 
platform for 
objective 
measure of 
success against 
many baseline 
requirements). 

£300k (1 FTE 
and minor IS 
investment). 

I Reduce the scope of work 
deemed non-contestable to 
further open up the 
connections market to 
competition. This will include 
simplification of assurance 
processes for ICPs to self-
certify design and 
connection work as well as 
increasing the areas of 
construction work deemed 
contestable. UK Power 
Networks will lead across 
the UK in reducing non-
contestable electricity 
connections work. 

Customer 
engagement 
feedback and 
objective 
evidence by 
comparison 
across DNO 
Connection 
Charging 
Methodology 
Statements. 

Increased customer 
choice and 
improved access to 
a wider market for 
independent 
connection 
providers. 

N/A Yes 
(this is not a 
baseline 
requirement). 

No cost. 
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Table 5 – Baseline requirement 
Principle Ref # Baseline Requirement 

Support 
connection 
stakeholders 
prior to 
application by 
providing 
accurate, 
comprehensiv
e, and user-
friendly 
information. 

1 Provide access to up to date and relevant information to enable a connection stakeholder to decide 
whether, and where, to connect to the distribution network. This should include graphical network 
records that show the location, size, and type of assets. 

2 Communicate a clear connections process for all customers. This should include providing clarity of 
DNO, customer and third-party responsibilities. This should also include providing clarity on how issues 
that arise can be raised and resolved. 

3 Provide clear explanations of the types of connection products available, the associated costs of each 
and the information that would need to be provided by the customer to make an application. Where 
appropriate, this should also include the provision of general information on the potential implications 
for a customer’s connection offer if they change their own requirements, if other customers are seeking 
to connect in the same area or if they do not accept an offer within its validity period. 

4 Provide support and help to customers through appropriate channels which should include, but not be 
limited to, connections surgeries 

5 Have robust processes in place to proactively engage with stakeholders. This should include how the 
DNO plans to both identify and address connections issues. 

6 Provide clearly signposted information on capacity available to enable points of connection to be 
identified. 

7 Provide guidance that explains to customers the criteria to allow an unmetered connection to be made, 
ensuring compliance with the Unmetered Supply Regulations. 

8 Provide support in the form of tailored pre-application communication to suit different stakeholder 
needs. 

Deliver value 
for customers 
by ensuring 
simplicity and 
transparency 
through the 
applications 
process. 

9 Have clear and simple customer application process, which accounts for the particular needs of 
different groups of customers and which can be shaped by the parties involved. This should include 
providing options for how customers can apply for new connections and ensure these are clearly 
communicated. 

10 Provide tailored communication plans to suit different customer needs, including the provision of 
specified points of contact during the application process. This should include the provision of various 
channels through which customers can access support or help. 

11 Provide customers with clear connection quotation cost breakdowns, listing out the cost components 
and any assumptions used in the formulation of a connections offer. 

12 Have processes in place to help customers identify how they could make changes to their connection 
requirements that would meet their needs and allow them to get connected more quickly or cheaply. 

13 Specifically, in relation to flexible connection customers, provide clarity around conditions and 
circumstances of current and future curtailment associated with a connections offer. 

14 Provide guidance that explains to customers the criteria to allow a DG connection to be made to ensure 
compliance with relevant Engineering Recommendations (G98/G99). 

15 Have in place options for ‘fast track’ reconnections of critical infrastructure such as internet cabinets 
that have been damaged in road traffic accidents or similar. 

Facilitate the 
delivery of 
timely and 
economical 
connections 
that meet 
customers’ 
needs. 

16 Provide tailored communication plans to suit different customer needs, including the provision of 
specified points of contact during the delivery process. Ensure various channels are available for 
customers to access support or help. 

17 Complete any cost reconciliation in a timely manner. 

18 Where there are slow moving projects and where these may impact on other customers, have 
processes in place for releasing capacity that is not being used. 

19 Have processes in place for the promotion of certain types of customers (such as storage) in 
connection queue in circumstances where they will help others connect more quickly/cheaply. 

20 Provide access to services that facilitate the delivery of timely and economical connections such as rent 
a jointer services. 
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8.1 Our Engagement Summary: Connections (December 2021) 
This document sets out the views of customers and stakeholders we have heard from in relation to the RIIO-ED2 Major 
Connections Strategy. 
 
The sections of this document provide an account of our Major Connections Strategy co-design process and supporting 
evidence from stakeholder engagement.  This account is a supplemental document to the Major 
Connections Strategy RIIO-ED2 submission. 
 
In order to develop our RIIO-ED2 strategy we have brought together insight from RIIO-ED1 stakeholder engagement and 
our enhanced engagement programme focussed on RIIO-ED2. It was via our RIIO-ED1 engagement as well as through 
responses from over 1000 connections customer surveys per year that we were able to co-design a draft set of proposals 
for the RIIO-ED2 period.  On confirmation of the major connections baseline standards in December 2020, these proposals 
were developed and tested with our stakeholders in the first few months of 2021 to confirm whether what had been 
proposed met our stakeholders’ needs and delivered an ambitious set of proposals, against which UK Power Networks 
could be judged during the RIIO-ED2 period. 
 
After submitting our draft business plan in July 2021, we sought further feedback from connections stakeholders on the 
actions defined in this strategy and the commitments being made to test whether there were any refinements we should 
incorporate.  This was conducted primarily in a series of stakeholder forum events, attended by 87 connections customers 
in September/October 2021.  In these events, we outlined the likely changes from Ofgem’s charging and access review 
and how this would impact our customers’ connections experience.  Like UK Power Networks, our customers are 
supportive of the proposed changes and it allows UK Power Networks to take a more strategic approach to reinforcement 
and to that of supporting competition.  We outlined our proposals towards widening the scope of our draft business plan 
commitment, MC04, to make a more encompassing commitment to encouraging our ICPs to compete for all types of 
reinforcement scope, not just that driven by connections customers directly.  This commitment now appears as ‘Comp1’ in 
our business plan. 
 
Across all of the Major Connections Strategy actions and proposals, there were no further suggestions from the 87 
stakeholders at these events to change or amend our approach; we are confident we have developed a Major Connections 
Strategy which has the full support and backing of our stakeholders. 
 
The following account describes the methodologies we have taken with respect to stakeholder engagement, what the 
stakeholders have told us through that engagement and co-design of requirements and how this is translated into a specific 
set of focussed, targeted actions through the RIIO-ED2 period. 

8.2 How have we engaged with stakeholders to endorse our strategy? 
Our engagement covers all types of connection customers from small domestic customers to large scale multi-national 
companies and government departments. By covering this range of customers, we are ensuring that all market segments 
are covered from LV-only connections up to 132kV infrastructure connections e.g. HS2. 
 
The methodology utilised to gain feedback varies through multiple channels from small face-to-face customer focus groups 
seeking feedback on dedicated questions, to wide scale surveys of all our stakeholders to seek their support in co-
designing our approach and gaining feedback on specific actions. Table 6 summarises key stakeholder engagement 
activity from which we have gained insight and/or tested our plans for RIIO-ED2. 

Table 6 - Mapping of Engagement Approach with Customer Type 
Stakeholder Small 

Connection 
Journeys 

SME 
Interviews 

D-FES 
Local 
Authority 

Stakeholder 
Fora 

Scrutiny 
Panels 

Wider 
Engagement 
(e.g. 
surveys, 
account 
management 
feedback) 

ED2 
Focus 
Groups 

ED2 
Proposed 
Action 
Survey 

Major 
Connections 
Customer 
Survey 

Domestic Y       Y y 
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Small 
Developer 

 Y Y Y  Y  Y Y 

SME Y Y  Y Y Y Y Y Y 

Local 
Authority 

  Y Y Y Y  Y Y 

Consultant    Y Y Y Y Y Y 

Large 
(Multi-) 
National 

   Y Y Y Y Y Y 

Energy 
Asset 
Owner 

   Y Y Y Y Y Y 

ICP/IDNO    Y Y Y Y Y Y 

The table above shows the types of engagement we have held with our stakeholders broken down by customer type and 
the engagement activities we have conducted. Below is a breakdown of what those activities involved: 
 
• Small Connections Journeys: - Close to 300 domestic and small commercial enterprises were interviewed about 

possible connections journeys.  Whilst this was focussed on small connections, owing to the definition of the regulatory 
market segments, a proportion of these customers’ connections will fall into the scope of the major connections 
strategy. 

• SME Interviews: - 12 small and medium business customers were interviewed over the aspects they most valued in 
the connections journey and how they would wish this service to evolve. 

• D-FES Local Authority: - Every local authority within our footprint has been engaged to seek their views and allow us 
to contribute towards what is needed to support their aspirations to achieving their net zero plans.  Several local 
authorities have declared climate emergencies and we see it as a vital responsibility to share the outcomes from the 
Distribution-Future Energy Scenarios (D-FES) study to support their needs in delivery of their local area action plans. 

• Stakeholder Fora: - Fora are held at least 8 times per year spanning four key market areas (ICP, Demand Customers, 
Distributed Energy Resources, Unmetered connection Customers), which form a basis for agreeing many of the ICE 
initiatives adopted throughout RIIO-ED1.  These fora have been active, two-way engagements where industry updates 
are shared, new products are co-designed, and feedback is sought on how UK Power Networks is performing and 
where it should place further emphasis. 

• Scrutiny Panel: - In parallel with these groups, we formed corresponding scrutiny panels to provide robust challenge to 
our past performance and forward thinking of our Incentive on Connection Engagement (ICE) plans.  These groups 
meet a total of nine times per year across three separate groups. 

• Wider Engagement: -We have conducted a range of further engagement with the intention of increasing the breadth of 
feedback received. This includes: 

o Customer feedback is continually sought through surveys against all quotations, budget estimates and 
connections work completed.  Together, this gathers feedback from well over 1000 connections customers 
per year on our levels of service and provides valuable insight on aspects we can improve upon. 

o Additionally, many other services are surveyed, including the value of our fora events, Ask-the-Expert 
services, feasibility studies etc.  Whilst the scores from this feedback provide a valuable barometer of our 
performance, the comments customers offer provide valuable insight by which we have and will continue to 
improve. 

o Further feedback is continually gathered from customers through regular dialogue and account management 
reviews.  This feedback is used to support our ICE during RIIO-ED1 and, equally, has been used to support 
the co-design of our proposals for the RIIO-ED2 period. 

• RIIO-ED2 Focus Groups: - Sessions were held in November 2020 that helped us to understand key relative priorities.  
One of the panel sessions was held jointly to consider our DSO strategy, given the significant overlap in some of the 
areas concerning innovation in network data provision and active network solutions.  In some areas identified by 
Ofgem as baseline requirements, we already perform very strongly, whilst in others, we recognise there are 
opportunities to improve further the service we offer our customers.   

• Major Connection Customer Survey: - The Focused RIIO-ED2 panel session gave us an insight as to Customer 
requirements in line with our proposed actions. This was followed with a broader on-line survey with 40 responses 
from our subscribed stakeholders to gain another reference point to provide a critical view of our plans. 
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Taking all the above into account, we have been actively engaging with our stakeholders throughout RIIO-ED1 and this can 
be summarised in the below diagram. 

 

Figure 13 - Our engagement during RIIO-ED1 

 

 
 
 

 

8.3 Key insights from our engagement activities 
Key Insight Source 

I-C1 Customers would like more choice and flexibility 
over the services they receive so that they can 
make a genuine and informed choice about how 
their connection is provided 

• Small Connections Journeys focus groups  
• Stakeholder Fora 
• ICE Engagement 
• ED2 Focus Group 
• ED2 Stakeholder Survey 

I-C2 Customers asked us to provide pre-application 
support to give them the certainty that they are 
making the best choices available to them to deliver 
critical electrical infrastructure in a timely and cost-
effective way 

• Small Connections Journeys focus groups  
• Stakeholder for a 
• ICE Engagement 

I-C3 Customers want us to give accurate and more 
detailed network information so that they can make 
important business decisions in line with their 
programme, not ours, and help reduce workarounds 
and scope changes due to omissions during the 
application process 

• Small Connections Journeys focus groups  
• Stakeholder Fora 
• Scrutiny Panels  
• ICE Engagement 
• ED2 Focus Groups 
• ED2 Stakeholder Survey 

I-C4 Customers are clear that any connection offer they 
receive details the best possible information to 
remove/minimise any surprises through the 
customer journey 

• Small Connections Journeys focus groups  
• ED2 Stakeholder Survey 
• Scrutiny Panels 

I-C5 Customers need us to recognise the importance of 
timely provision of key information, be that upfront 
during the application process, or cost 
reconciliations where delays reflect badly upon their 
own business customers 

• Small Connections Journeys focus groups  
• ICE Engagement 
• ED2 Focus Group 
• ED2 Stakeholder Survey 

I-C6 Customers want to continue engaging with UK 
Power Networks through the various fora and other 

• ICE Engagement 
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communication channels but want wider scope of 
works covered within the scope of satisfaction 
ratings and feedback 

• ED2 Focus Group 
• ED2 Stakeholder Survey 

 

8.4 Developing our engagement and strategy based on our insights 
• What are our customers’ perspectives on the overall connection journey? 

o Choice & flexibility of our offerings  
o Pre application support 
o Availability to self-serve and /or access to information and data 
o Clarity of scope/offerings 
o Timeliness and ease of delivery with minimum disruption 

• How should customers measure our performance to ensure we deliver on our actions? 

o Satisfaction Surveys 
o Engagement Events 

8.5 What are our customers’ views on our Major Connections Strategy? 

8.5.1 Choice & flexibility of our offerings 
 

In the Small Connections Journeys focus group sessions with domestic and small commercial enterprise 
customers (Q3, 2020)1 38% showed a preference for a connection that met future needs rather than one that met 
immediate needs.  
 
During Q1 of 2021 we have conducted three stakeholder fora4, with our Metered Customers, ICPs and Distributed Energy 
Resource (DER) Customers, to feedback what we believe we had heard during the co-design of our Major Connections 
Strategy.  Within these sessions, we conducted RIIO-ED2 Proposed Action Surveys9 to confirm whether our plans were, 
in the views of our stakeholders, targeted correctly and demonstrated a high level of ambition in the activities and target-
setting, as well as to establish which areas of the plan were of higher priority. 
.   
From this stakeholder group there were differing priorities with Metered Customers and ICPs not seeing choice and 
flexibility in the offerings UK Power Networks provide as their top priority (only 16% and 15% respectively). In contrast, the 
DER respondents saw the ability to increase access to the network through offering flexible connections within the top 2 
priorities of our RIIO-ED2 actions, with 24% of participants scoring this highly. 
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We asked our ICP Customers about the importance of promoting a competitive market by extending the bounds of 
contestable work and we found that this was seen as their number one priority, with 30% of responses prioritising this. 

 

Furthermore, we asked the same respondents in which areas they would like us to prioritise our focus. Network 
Reinforcement was a clear favourite with 50% of responses selecting this as their preferred priority. 

 
 
We have held Incentive on Connection Engagement (ICE) meetings6 throughout the RIIO-ED1 period and customers 
have been clear in their wishes in terms of actions for us to pursue not only during RIIO-ED1 but on into RIIO-ED2 and 
beyond.  Across our metered and ICP customers, assistance with their connections of new low carbon technologies and 
the choice of having active network managed connections (if that meant capacity could be secured) were the top 2 
priorities. This is reflected in electrification of heat and transport being seen as a priority by 56% and 44% of metered 
customer respondents respectively, and an even higher 67% and 54% respectively for ICP respondents. 

Metered Initiatives 2020-21 Priority 
Electrification of heat 56% 
Electrification of transport 44% 
Improving the Connections quotation process 42% 
Improving the Connections delivery process 42% 
Digitalisation of information 36% 
Smart Grids and transition to DSO 22% 
Supporting the owners and operators of electrical infrastructure 14% 
Workshops and fact sheets 8% 
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ICP Initiatives 2020-21 Priority 
Electrification of transport 67% 
Electrification of heat 54% 
Improving the Connections quotation process 46% 
Workshops and fact sheets 38% 
Improving the Connections delivery process 29% 
Digitalisation of information 25% 
Smart Grids and transition to DSO 17% 
Supporting the owners and operators of electrical infrastructure 13% 

At our RIIO-ED2 Focus Groups7 100% of participants stated we should go much further in allowing all levels of customers 
to participate in electricity markets and flexibility services such as (Active Network Management) and that this should be 
offered to existing customers with “Firm” connections to see if this could allow for further release of capacity in an already 
constrained network. 

 
This was again reflected in our RIIO-ED2 Stakeholder wide survey8, where 86% of participants supported this same 
commitment to allow all levels of customers to participate in electricity markets and flexibility services.  
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To reinforce this point a third time, this initiative also ranked 2nd of 5 in terms of priority for the stakeholders who 
responded to the stakeholder wide survey  

 
 
Participants were also asked whether UK Power Networks should extend the bounds of what can be classified as 
“Contestable works” with a 60% positive response rate from participants; off-site diversionary works, reinforcement and 
works within UK Power Networks substations were all suggested as areas for extension. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Based on the findings described, we have formulated the following key insight, and the defined actions linked to the insight 
to carry out in RIIO-ED2. 
 

Key insight 
I-C1 - Customers would like more choice and flexibility over the services they receive so that they can make a 
genuine and informed choice about how their connection is provided; 
Comment on triangulation  
Insight gained from focus groups for RIIO-ED2 and our Small Connections Journeys focus groups. This is 
supplemented by findings from our RIIO-ED2 stakeholder survey, our ICE engagement highlighting the importance 
of receiving information to inform choices, and views from our stakeholder fora.  

 
Linked RIIO-ED2 Actions 
G - We will introduce flexible connections to all customers who may benefit, further improving access to network 
capacity 
I - Reduce the scope of work deemed non-contestable to further open up the connections market to competition.   
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8.5.2 Support through the pre-application process 
In the Small Connections Journeys focus group sessions with domestic and small commercial enterprise 
customers (Q3, 2020)1 53% wanted a single point of contact throughout their connections journey. 
 
Furthermore, there was very strong support (83%) for us to provide advice on any alternatives to the proposed connection 
work they had requested. 
 
A site visit by UK Power Networks was key for 57% of respondents stating they wanted to easily arrange a site visit during 
the application process. 
 
Their preferred channel to be able to apply was via e-mail with 53% favouring this whilst 28% would like to be able to apply 
via phone.  
 
The outputs from the small connections journeys were very much echoed in the Explain focus group sessions with 
Small & Medium Sized Enterprises2 with participants agreeing that they wanted any subject matter expert to propose 
alternative options. Customer also wanted the opportunity to discuss network availability and the feasibility of their work. 
 
Customer preferences was that they wanted the ability to self-serve and stated that they would use a video that provided a 
step by step guide of the application process if it was available. 
 
Through our regular stakeholder fora4, satisfaction scores were recorded for our pre-application support via our “Ask the 
Expert”, Distributed Generation and Electric Vehicle Connection Surgeries. An average satisfaction score of 95% was 
provided by stakeholders and indicate that these services are clearly valued, enabling make informed choices regarding 
their application.  Clearly, UK Power Networks should continue to promote and deliver this service. 
 
Because this service is seen to add high levels of satisfaction and value already, when asking to prioritise our actions, it 
ranked lower down the ratings with 15% of metered customers, 9% of ICP Customers and 19% of DER customers scoring 
this within their priority area. However, this does not mean we shall stand still on this action as there is always room to 
improve and some customers thought we could still do more. 
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We have held Incentive on Connection Engagement (ICE) meetings6 throughout the RIIO-ED1 period and customers 
have shown their desire for improvements to the quotation process with Metered Customer and ICPs putting this in their 
top 3 priorities for UK Power Networks to improve, after electrification discussed in the previous section. 
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Metered Initiatives 2020-21 Priority 
Electrification of heat 56% 
Electrification of transport 44% 
Improving the Connections quotation process 42% 
Improving the Connections delivery process 42% 
Digitalisation of information 36% 
Smart Grids and transition to DSO 22% 
Supporting the owners and operators of electrical infrastructure 14% 
Workshops and fact sheets 8% 

 
ICP Initiatives 2020-21 Priority 
Electrification of transport 67% 
Electrification of heat 54% 
Improving the Connections quotation process 46% 
Workshops and fact sheets 38% 
Improving the Connections delivery process 29% 
Digitalisation of information 25% 
Smart Grids and transition to DSO 17% 
Supporting the owners and operators of electrical infrastructure 13% 

 
The lower indicated priority for pre-application support was again evident in our RIIO-ED2 Stakeholder wide survey8, 
where only c. 12% ranked this as their number one priority and c. 62% ranking this as their lowest priority area. 
 

 
Based on the findings described, we have formulated the following key insight, and the defined actions linked to the insight 
to carry out in RIIO-ED2. 
 

Key insight 
I-C2 - Customers asked us to provide pre-application support to give them the certainty that they are making the 
best choices available to them to deliver critical electrical infrastructure in a timely and cost-effective way 
Comment on triangulation  
Insight gained from our ICE engagement, revealing the importance of improving the connection quotations process 
for different customer groups. The insight was further supported by both our Small Connections Journeys focus 
groups, and our stakeholder fora, emphasising the satisfaction with existing support.  
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Linked RIIO-ED2 Actions 
E - Customers will be nominated a point of contact throughout the connections journey 
B - Provide clear support to all types of customer in accessing knowledge and services associated with 
connections.  This support will include clear guides on connections journeys, metered and unmetered, how to 
access these services and how to gain further support in the connections process.  Connections journeys will be 
clearly set out and choices available to customers will be explained along with any information requirements 
C - Offer connections services to support connections and streamline the initial connections application.  This will 
include Ask-the-Expert, 1-to-1 and group surgeries, feasibility studies and will be developed through RIIO-ED2 
jointly with customers to ensure needs are met 

 

8.5.3 Availability to self-serve or access information and data  
The Small Connections Journeys focus group sessions with domestic and small commercial enterprise customers 
(Q3, 2020)1 asked customers how likely they were to want to self-serve their application with a positive response of 72%.  
62% of respondents expressed they wanted e-mail communication and feedback as it meant information about the 
connection was easily accessible. 
 
During the interviews within the Explain focus group sessions with Small & Medium Sized Enterprises2, customers 
were generally aware that they would need to check whether there was capacity to connect to the network and said they 
would wish to go online to determine this. 
 
Customers had a preference towards self-serving for connections, often highlighting that they felt this would be the easier 
and quicker option but still wanted the option to be able to speak to someone if they experienced issues throughout the 
process. 
Within all three Stakeholder Fora4 held in Q1-2021, access to digitised data and the ability to interact and self-serve with 
that data was key for those stakeholders with this action scoring in the top 2 priorities (22% for Metered Customer 
respondents, 25% for ICP Customer respondents and 28% of DER Customer respondents). 
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During the Scrutiny Panel sessions5 participants at the DER scrutiny panel placed a strong emphasis on UK Power 
Networks extending their access to network data and that investment in this area was fundamental for better information 
provision. 50% of participants rated this their top priority. Additionally, the top three short to medium term improvements in 
the area of Active Network Management all related to information access: 55% of respondents wanted access to 
curtailment data or more information on curtailment assessment methodologies (although it was also noted that UK Power 
Networks’ provision of curtailment within heat map data was unique amongst DNO groups). 
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We have held Incentive on Connection Engagement (ICE) meetings6 throughout the RIIO-ED1 period and DER 
customers have overwhelmingly told us that increased availability to information was paramount with 63% stating that this 
is their number 1 priority going forward. 
 

DER Initiatives 2020-21 Priority 
Increase availability of information 63% 
Electrification of transport 35% 
Supporting the owners and operators of electrical infrastructure 33% 
Digitalisation of information 31% 
Smart Grids and transition to DSO 31% 
Improving the Connections quotation process 27% 
Supporting Distributed Energy Resource developers 22% 
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Electrification of heat 20% 
Workshops and fact sheets 14% 
Improving the Connections delivery process 14% 

 
At our RIIO-ED2 Focus Group7 91% of participants stated they wanted better quality, more granular data and this should 
be accessible within an API format to allow customers to use their own applications to interact with our data rather than 
relying on data provided by us directly. They not only wanted existing network capacity data but sought the data to include 
pipelines of work with expansive forecasts of future available capacity also. 
 
Further to the above, 81% thought that more of our network data should be digitised with the possibility of including data on 
any physical curtailments/restrictions. 
 
As part of our RIIO-ED2 Stakeholder Wide Survey8, customers were asked to rank different aspects of the connections 
service they would like to receive. As shown below, digitisation of network maps and access to current and future capacity 
requirements received the highest-ranking score, with 75% of respondents highlighting this as their top priority. 
 

 
Based on the findings described, we have formulated the following key insights, and the defined actions linked to the 
insights to carry out in RIIO-ED2.  
 

Linked Key insights  
I-C3 - Customers want us to give accurate and more detailed network information so that they can make important 
business decisions in line with their programme, not ours and help reduce workarounds and scope changes due to 
omissions during the application process 
Comments on triangulation  
Insight in relation to detailed network information is supported by engagement with our stakeholder fora, scrutiny 
panel sessions, ICE engagement, RIIO-ED2 focus group and RIIO-ED2 stakeholder wide survey. This was further 
supported in terms of the ability to self-serve through the stakeholder fora and RIIO-ED2 focus groups,  
Linked Key insights  
I-C5 - Customers need us to recognise the importance of timely provision of key information, be that upfront during 
the application process, or cost reconciliations where delays reflect badly upon their own business customers 
Comments on triangulation  
Discussed later in this paper.  
 

 
Linked RIIO-ED2 Actions 
A - Provision of API-format digitised network locational / GIS data as well as identification of future available 
capacity on assets down to high-voltage feeders, based on existing and committed connections, updated monthly, 
identifying any areas of network constraint and possible future flexible connection options. 
This may be supported with graphical representation of data, such as via heat maps, and longer term planning 
indicators, such as long-term development statements 
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8.5.4 Clarity of scope/offerings: 
In the Small Connections Journeys focus group sessions with domestic and small commercial enterprise 
customers (Q3, 2020)1, 61% of respondents highlighted the breakdown of costs as an important area.  
  
At the Explain focus group sessions with Small & Medium Sized Enterprises2, Customers preferences on whether 
they would want a detailed document outlining the connection and availability or a diagram and map were varied with a 
number highlighting that it would be useful to get both and that a breakdown of costs was preferable to simply receiving a 
full cost. 
 
Through our regular stakeholder fora4, views were also expressed amongst different groups on the importance of 
improving the connections quotation process. The table below ranks this initiative relative to the others presented to each 
group, and the priority score received in each. As shown, this emerged as a relatively strong priority amongst almost all 
groups during the Q1 2021 for a. 
 

Group Rank of improving the connections 
quotation process as a priority 

Priority (%) 

Metered Initiatives 3/8 42% 
CiC initiatives  3/8 46% 
Highway Services Initiatives 2/7 18% 
DER initiatives 6/10 27% 

 
During the RIIO-ED2 Stakeholder Focus Groups7 it was abundantly clear that stakeholders wish to have access to the 
correct people and information. 75% of the participants requested this while 81% said better descriptive cost breakdowns 
would help serve them better. 
 
As part of RIIO-ED2 Stakeholder Wide Survey8, customers were asked to prioritise different aspects of the connections 
service they receive. As shown below, receiving clarity in connections offers received with c. 80% of respondents 
highlighting this as their top priority. 
 

 
Building upon this, participants were asked whether it would be beneficial for UK Power Networks to provide guidance on 
the maximum capacity they could take without the need for reinforcement where constraints exist on the network. 100% 
stated this as beneficial to them and when asked to prioritise this against other initiatives it ranked overwhelmingly as the 
top priority with a score of 66% participants ranking this top. 
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Based on the findings described, we have formulated the following key insight, and the defined action linked to the insight 
to carry out in RIIO-ED2. 
 

Key Insight 
I-C4 - Customers are clear that any connection offer they receive details the best possible information to 
remove/minimise any surprises through the customer journey 
Comment on triangulation 
Insight from several focus groups, including the RIIO-ED2 focus group, Small Connections Journeys focus groups 
and stakeholder for a supporting the provision information, including cost breakdowns. Our RIIO-ED2 Stakeholder 
Survey also highlighted clarity on connection offers as a key priority. As discussed later in this paper, this also 
included specific support for clarity on queue management processes.  

 
Linked RIIO-ED2 Actions 
E - Ensure customers are fully engaged in choices/options to reduce cost and/or delivery timescales and that a 
comprehensive description of scope and cost-breakdown are provided.   

 

8.5.5 Timeliness and ease of delivery with minimum of disruption 
The Small Connections Journeys focus group sessions with domestic and small commercial enterprise customers 
(Q3, 2020)1 asked customers how quickly they wanted their works completed. 69% of respondents expressed they wanted 
delivery within 2 weeks of payment and acceptance of their quotation. 58% stated they wanted to be informed immediately 
should the work not be completed during the 1st visit. 
 
Customers were also asked if they wanted to be contacted when engineers were en route to their appointment. 65% 
responded positively to this question with 40% saying that their preferred channel for this communication would be via 
phone. 
 
Where work is completed, 74% customers wanted to be notified promptly; 56% wanted to be notified within 1 day and a 
further 22% by the next day.   
 
At the Explain focus group sessions with Small & Medium Sized Enterprises2, the majority of customers preferred to 
pick the connections date rather than being given the earliest available due to the flexibility this offered. 
  
Customer preferences on whether they would prefer the work to be done on a weekday or a weekend varied with a number 
of customers stating they would be happy for the work to take place on either, with some highlighting this could be planned 
around home working. 
Other considerations were focused on how the work would impact their business premises and the potential disruption 
work may cause to their business. 
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Customers thought UK Power Networks key priorities in terms of the connections service and business customers should 
be delivering connections in as timely and as cost efficient a manner as possible, meeting the expectations set at the start 
of the process and being easily accessible to customers. 
 
During the Q1 2021 Stakeholder Fora4 there was again a difference between Metered Customers and ICPs compared to 
DER Customers. DER Customers recognise their need to be able to connect onto a constrained network. These 
respondents prioritised the ability to offer flexible connections to all customers and the ability to promote storage 
connections to free up more capacity onto the network, with 24% scoring this within their top priorities. 
 

 
 
During the Scrutiny Panels5 (Q1-21), participants at the DER scrutiny panel recognised that work and processes needed 
to be introduced around queue management and promotion of projects that could alleviate capacity issues. 50% of 
participants rated this within their top 3 priorities. 
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Our Incentive on Connection Engagement (ICE) meetings6 throughout the RIIO-ED1 period have shown our Highway 
Services and Local Authority customers want us to prioritise improving our delivery process above other initiative, with this 
initiative receiving a top score of 23%. 
 

Highway Services Initiatives 2020-21 Priority 
Improving the Connections delivery process 23% 
Improving the Connections quotation process 18% 
Supporting the owners and operators of electrical infrastructure 18% 
Electrification of transport  18% 
Workshops and fact sheets 14% 
Smart Grids and transition to DSO 9% 
Electrification of heat 0% 

 
This was also borne out by out metered customers with 42% saying this was one of their top priorities. 
 

Metered Initiatives 2020-21 Priority 
Electrification of heat 56% 
Electrification of transport 44% 
Improving the Connections quotation process 42% 
Improving the Connections delivery process 42% 
Digitalisation of information 36% 
Smart Grids and transition to DSO 22% 
Supporting the owners and operators of electrical infrastructure 14% 
Workshops and fact sheets 8% 

 
At our RIIO-ED2 Focus Group7 100% of attendees stated they wanted UK Power Networks to give more assistance and 
guidance in terms of queue management to alleviate capacity issues through slow moving projects or the promotion of 
storage to enable release of further capacity. 
 
In addition to the above, 81% thought that more of our network data should be digitised with the possibility of including data 
on any physical curtailments/restrictions. 
 
Based on feedback from our RIIO-ED2 Stakeholder Wide Survey8, 93% of respondents stated UK Power Networks 
should publish clear guidance on its queue management process. Respondents were also asked to rank different aspects 
of the connections service they receive. As shown below, queue management guidance received a high-ranking score as 
one of our customers’ top priorities, behind advising on maximum capacity and of similar importance as understanding 
arrangements for existing firm connections. 
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Based on the findings described, we have formulated the following key insights, and the defined actions linked to the 
insights to carry out in RIIO-ED2.  
 

Key insights  
I-C4 - Customers are clear that any connection offer they receive details the best possible information to 
remove/minimise any surprises through the customer journey 
Comment on triangulation 
Discussed earlier in this paper  

 

Key insights  
I-C5 - Customers need us to recognise the importance of timely provision of key information be that upfront during 
the application process or cost reconciliations due to being an intermediary for their end customers and how delays 
by UK Power Networks reflects badly upon their own business 
Comment on triangulation 
Insight largely driven by qualitative focus groups, including the Explain focus group with small and medium 
enterprises, and the RIIO-ED2 focus group. ICE engagement highlighted the importance of timely works, whilst our 
RIIO-ED2 Stakeholder Survey and Scrutiny Panel supported clear information on queue management.  

 

Linked RIIO-ED2 Actions 
E - Ensure customers are fully engaged in choices/options to reduce cost and/or delivery timescales and that a 
comprehensive description of scope and cost-breakdown are provided. 
Customers will be nominated a point of contact throughout the connections journey 
F - For unmetered or highway connections, rent-a-jointer and post-fault re-connection services will be offered to 
deliver quick efficient connections (note: continuation of existing service from RIIO-ED1) 
G - Processes will be introduced to improve access to network capacity by actively managing interactivity queues.  
These will act to promote connections in an interactivity queue which allow access for others (e.g. storage) and 
demote slow-moving projects in favour of those ready to connect. This will be done in conjunction with other 
network operators as appropriate to ensure industry consistency. 

 

 

 

 



50 | RIIO-RIIO-ED2 Business Plan 2023 – 2028 

 

 

- 50 - 

8.5.6 How should customers measure our performance to ensure we deliver on our actions? 
During RIIO-ED1 we have measured our performance in very much the same vein as the broad measure of customer 
satisfaction (BMoCS) metric by implementing a connection customer satisfaction survey (CCSS). Under this approach we 
survey over 100 customers per month who have received a quotation or had works completed across all market segments 
and three licence areas.  The questions we ask recipients of quotations and connections are the same questions as are 
asked in relation to the connections aspect of the BMoCS survey. 
 
The Explain focus group sessions with Small & Medium Sized Enterprises2 saw customers think that it was 
appropriate for UK Power Networks to carry out satisfaction surveys with business customers following the completion of 
the connections service. A number of customers said they would welcome the opportunity to give feedback and that it 
would be nice to be given the option. Customer preferences varied with representatives feeling the best way to administer 
surveys would either be via email or through the post. 
 
Attendees of our metered demand customers Stakeholder Forum4 told us that they wish to be involved and continue to 
help shape our RIIO-ED2 improvement plan to meet their needs and ranked this in their top 3 priorities. 
 

 
 
Through our Incentive on Connection Engagement (ICE) reviews6 during the RIIO-ED1 period, customers have shown 
they value the chance to meet and discuss subject specific matters; based upon stakeholder feedback we receive, our 
Metered and ICP customers rank this as their top priority. 
 

 
 

Metered Initiatives 2019-20 Ranking Priority 
Continue to arrange subject specific workshops 1 H 
Feasibility study for a combined connection/flexibility offer 2 H 
Review the process surrounding quote validity 3 H 
Improved timescales from diversionary work (GSoP?) 4 H 
Guide on EHV cable diversions. Time to divert this type of cable, the process etc 5 M 
Process for refund/reuse of plant used for Temporary Builders Supplies 6 M 
Develop a guide of how to enhance security of supply 7 M 
Roll out timed connection solutions as part of the connections offer (product 
launch) 

8 M 

Provide a ‘Quote by’ date when allocating to a designer 9 M 
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At our RIIO-ED2 Focus Group7 100% of attendees stated they wanted UK Power Networks to extend the customer 
satisfaction surveys through the inclusion of works beyond budget estimates, quotations and completed connections.77% 
believe their current level of engagement through all mediums should remain, advising that UK Power Networks are seen 
as the best network company at engaging with their stakeholders. 
 
As part of RIIO-ED2 Stakeholder Wide Survey8, 100% of respondents stated UK Power Networks should publish its 5-
year strategy with the flexibility for stakeholders to review and provide feedback against progress allowing revisions to the 
plan based upon latest industry requirements. 
 
Furthermore 93% stated that they wanted the CCSS to continue and that the results from this survey should be published. 
 

 
 
Based on the findings described, we have formulated the following key insight, and the defined actions linked to the insight 
to carry out in RIIO-ED2. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

ICP Initiatives 2019-20 Ranking Priority 
Continue to arrange subject specific workshops in accordance with stakeholder 
feedback 

1 H 

Review the process surrounding quote validity 2 H 
Widen the Small Services Self Service tool/scope to enable IDNO connections 3 H 
Improve self-connect timescales 4 H 
Assess the feasibility to extend the scope of ECS 02 0067 to permit service 
transfers on LV SWA cables 

5 M 

Allow IDNOs to undertake the bi-lateral technical statement themselves 6 M 
Review proposal for containerised substations 7 L 
Review the process for Operational Locks 8 L 
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Key insight 
I-C6 - Customers want to continue engaging with UK Power Networks through the various fora and other 
communication channels but want more scope of works covered within the scope of satisfaction ratings and 
feedback 
Comment on triangulation  
Several sources, including our ICE Engagement, RIIO-ED2 Focus Group and Explain focus group sessions 
with Small & Medium Sized Enterprises supported our insight in relation the importance of communication and 
feedback from customers. Our RIIO-ED2 focus group also provided specific feedback to extend the scope of 
satisfaction ratings.  

 
Linked RIIO-ED2 Actions 
D - Manage a comprehensive plan to engage with all potential connections services customers.  This will include 
stakeholder review fora aligned to key connections themes, scrutiny panel reviews, D-FES requirements capture, 
survey feedback on evolving connections strategic plan, multi-channel periodic updates on services and any 
further wider engagement developed through RIIO-ED2 
H - Measurement and publication of customer service feedback from quotations, connections and further 
associated supporting services.  We will work to continually improve this feedback and evolve the scope in 
consultation with customers. (Supports output metric for other commitments) 

 

8.5.7 Options and Choices 
Together with the extensive engagement we have undertaken and described in this document with a range of customer 
and stakeholder groups, we asked for opinions on the level of ambition they felt UK Power Networks should 
be targeting and on how we should measure and report on our performance in our Connections RIIO-ED2 stakeholder 
engagement panel meetings10. The descriptions of these levels of ambition were introduced as: 
 
• Steady – continue to do in line with RIIO-ED1. 
• Increase – evolve and/or increase the level of service in this area over the next regulatory cycle. 
• Maximise – drive significant enhancement from existing offering by the end of the RIIO-ED2 period. 
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Information provision  
The table below outlines the options presented in our panel meeting on the information we provide throughout the 
connections process. 

Option area Steady Increase Maximise 

Capacity 
Heat Maps  

Heat maps on 
substation capacity - standard 
network visibility 

Enhanced Heat maps on 
substation capacity, 
curtailment reporting and 
operational forecasting 
supported by strategic visibility 
tools - e.g., static data 
produced internally 6 months  

Create tools that enable 
insights from this data and 
analytics (access to real time, 
dynamic modelling 
tools/support) 

Flexibility  

Services  

Information 
(increasing 
value) 

Provide general flexibility 
services information and 
options available 

Provide tailored information 
and options to customers to 
encourage greater participation 
in these services  

 

Connections 
Guidance 

Provide information 
on Timed/Profiled connections 

-Proactively target customers 
with LCT connection 
information. 

-Provide tools to self-assess 
(check the cost/eligibility for 
upgrades) 

-Proactively target customers 
with LCT connection 
information for current and 
future anticipated network 
availability. 

-Provide tools to self-assess 
(check the cost/eligibility for 
upgrades) 

Queue 
Management  

Follow industry practice on 
queue management 

  

Exploring 
efficiencies 
with other 
utilities 

Identify where these may 
coincide (e.g., when planning 
work via gazetteer) and 
explore opportunities to share 
work 

 
Publish planned works in open-
source data format & review 
other utility works when 
planning work 

DG 
Enhancement 
– Flexibility 
markets 

 
Introduce flexibility markets. 
New digital tools to better 
forecast and manage 
constraints.  

New revenue streams as 
flexibility markets for 
generation constraints emerge  

 
On capacity heat maps, there was support for the “increase” option. Participants noted that they should include pipeline i.e. 
planned programmes of work and expansive forecasts, not just existing capacity levels. Participants also asked for better 
internal coordination and visibility of capital programme works that align with connections requests. Participants noted that 
it was hard to understand network capacity at present; it would be easier if it could be modelled and the length of time it 
takes to get a network study done was reduced. There was an appetite for data being presented in multiple formats given 
various customer types, ranging from open data for customers to analyse themselves, through to visual representations 
(heat maps) for those that do not want to analyse. 
 
On flexibility service information, there was support for the “increase” option. Participants noted that the market should be 
extended to offer flexibility to existing demand customers as well as those entering the market to get a connection. 
 
On connections guidance, there was support for the “increase” option. Participants noted that we should seek to 
understand our customers: provide a more descriptive cost breakdown and recognise that not all need handholding. 
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On queue management, there was support for the “increase” option. Participants noted that better communication was 
required on queue positions. It was also suggested that there was a need for clarity on policy and processes upfront, 
together with evidence required to avoid disputes.  
 
On efficiencies, there was support for the “maximise” option. Participants observed there were difficulties collaborating with 
other utilities due to different project timescales but supported finding opportunities to make this work.  
 
Finally, on distributed generation enhancement, there was support for the “maximise” option 
 

Customer Journey 

Option area Steady Increase Maximise 

Access to 
correct 
information 
/people 

Review our website with a 
simplified user interface and 
clear signposting of 
appropriate information users 
require 

Review our website with a 
simplified user interface and 
clear signposting of 
appropriate information users 
require and provide greater 
flexibility of channels 
customers can provide and 
obtain information from e.g. 
Social Media, Phone Apps, 
Online, E-mail etc... with ability 
for language change, text to 
speech 

Review our website with a 
simplified user interface and 
clear signposting of 
appropriate information users 
require and provide greater 
flexibility of channels 
customers can provide and 
obtain information from e.g. 
Social Media, Phone Apps, 
Online, E-mail etc… with ability 
for language change, text to 
speech and direct access to 
service advisor  

Customer 
Journeys are 
mapped for 
ease of 
understanding 

Automated communication at 
application stage with 
indicative milestones for your 
application type 

Automated communication 
updates with indicative and 
revised milestones for your 
application type at each stage 
of the customer journey 

 All connections application & 
project material available 
through web-portal available 
through multiple channels for 
customers to self-serve and 
sign-in/out of notifications 

Guide and 
support our 
customers 

Provide and support 
customers prior to their 
application with knowledge 
libraries, Ask the expert, 
surgeries etc… similar to 
RIIO-ED1 level of support 

Provide and support customers 
prior to their application with 
knowledge libraries, Ask the 
expert, surgeries etc… with a 
request response time of x% 
within 24 hours of enquiry 

As silver + introduce new 
market products that provide 
full consultancy prior to and 
following the submission of the 
application, advising on DNO 
connection and possibly wider, 
behind-the-meter support 

Stakeholder 
engagement  

4 x 2Fora per year, quarterly 
update (as ICE), scrutiny 
panels, subject-specific 
workshops, similar to RIIO-
ED1 

Increase engagement / 
introduce new services where 
there increased demand 

 

Resolving 
complaints 

Complaint response from 
receipt within x hours and 
99.5% resolution within 31 
days 

Complaint response from 
receipt within x hours and 
100% resolution within 31 
days; publish clear escalation 
paths as an alternative 

Promote clear escalation paths 
as an alternative.  Complaint 
response from receipt within x 
hours and 100% resolution 
within 31 days and x% 
resolved within 1 day 

Tactical vs 
strategic 

Annual plan published 
defining the activities UK 
Power Networks will prioritise 
within the next 12 months as 
RIIO-ED1 

5-year strategic plan with long-
term and short-term actions; 
adapt plan continually through 
RIIO-ED2 
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On access to information and people, participants were broadly split between all three options. It was suggested our focus 
should be on areas where complaints have been received to improve the service we provide.  
 
On guide and support our customers, there was support for the “increase” option. Participants suggested making 
technology data readily available to support customers through the process.  
 
On stakeholder engagement, there was support for the “increase” option. Participants noted that there was an appetite for 
different formats of engagement events to address potential concerns of engagement fatigue.  
 
Finally, on resolving complaints there was evidence of support for the “maximise” option. 
 

Targets 

Option area Steady Increase Maximise 

Customer 
Satisfaction  

Provide commitment of 
GSoP/LC15 compliance @ 
99.5% in every market 
segment 

Mirror Broad Measure of 
Customer Satisfaction in all 
non BMoCS market segments 
and publish our performance 
on a pre-determined timescale 
& Provide commitment of 
GSoP/LC15 compliance @ 
99.5% in every market 
segment 

Mirror Broad Measure of 
Customer Satisfaction in all 
non BMoCS market segments 
and publish our performance 
on a pre-determined timescale 
with a committed % of our 
incentive revenue attached to 
that performance & Provide 
commitment of GSoP/LC15 
compliance @ 99.5% in every 
market segment 

Increasing the 
bounds of 
contestability 

Push for industry 
development where interest 
seen from ICP/IDNO  

Open LRR & Diversionary 
works to a trial period/pilot 
scheme 

Fully open LRR & Diversionary 
works to ICP/IDNO where 
applicable 

Delivering 
excellent 
engagement 
through the 
E2E journey 

Independent agency 
employed by OFGEM to 
review and provide feedback 
on their findings  

Independent agency employed 
by OFGEM to review and 
provide feedback on their 
findings which we will publish 

Independent agency employed 
by OFGEM to review and 
provide feedback on their 
findings which we will publish 
with a committed % of our 
incentive revenue attached to 
that performance 

Delivering on 
our 
commitments 

Publish our Connections 
Strategy prior to RIIO-ED2 
commencement with annual 
review to reflect any industry 
or customer driven changes 

Publish our Connections 
Strategy prior to RIIO-ED2 
commencement with 
proactively review and revise 
on a periodic basis with input 
from our customers to reflect 
any industry or customer 
driven changes 

 

 
On customer satisfaction, there was support for the “increase” option. Whilst customers wished for the satisfaction survey 
to be extended to include other works, they felt it did not need to extend as far as being incentivised for performance. 
 
On increasing the bounds of contestability, there was support for the “maximise” option. Participants suggested we should 
continue work to promote self-service, as benefits are being to be realised through the process.  
On delivering excellent engagement, participants were broadly split across all three options. It was noted that there was 
little appetite for an incentive-based strategy aligned to targets.  
 
Finally, on delivering on our commitments, customers were clear they wish to be involved in the continuation of our 
engagement and business plans to enable changes that meet their needs throughout the RIIO-ED2 period and beyond. 
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Outcomes of co-design 

In co-designing the RIIO-ED2 connections strategy with our stakeholders, we have taken all feedback into account from a 
very broad, comprehensive series of engagement activities to date.  From this output, we have created and tested a 
number of proposed actions that not only meet the baseline standards as defined by Ofgem, but which go above and 
beyond these standards and set an ambitious path towards delivering outstanding levels of service to our customers.   The 
actions defined will drive UK Power Networks’ response to delivering a transition to a net zero carbon economy, and the full 
list of actions can be found at the end of this annex. 
 
Whilst delivering to this plan during RIIO-ED2, we will continue to evolve our engagement and respond to feedback by 
retaining a flexible, open dialogue on our progress, delivering tactical changes as driven by our stakeholders.  This will 
ensure we keep our customers at the forefront of defining the direction this programme of work takes to deliver maximum 
benefit for our customers.  
 
Having developed this package of initiatives through co-design with our customers, we reviewed the proposed outputs with 
our customers to challenge whether the plans were sufficiently ambitious.  We wanted customers to identify whether any of 
the proposed actions were lacking in ambition or whether there was too much emphasis placed on one aspect of the plan 
to the detriment of a more important element. 
 
We asked customers to rank our initiatives against their expectation from Far Less Ambitious (indicating our plan lacked 
ambition) to Far More Ambitious (indicating we exceeded customers’ expectations) with 86% of responses stating that 
these initiatives would at least meet their expectations of an ambitious strategy.  Indeed, 27% of responses indicated our 
initiatives exceeded their expectations of an ambitious set of initiatives. 
 

 
 

1%

26%

59%

13%

1%

0% 10% 20% 30% 40% 50% 60% 70%

Far More Ambitious

Slightly More Ambitious

As per Expectation

Slightly Less Ambitious

Far Less Ambitious

How do our initiatives rate in terms of ambition compared to your 
perception of what would be expected to remain a well served customer 

throughout RIIO-ED2?
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8.5.8 Proposed Initiatives following engagements 
Ref Action Specific Target Benefit to Customer Ofgem 

Baseline 
Requireme
nts 
Satisfied – 
ref Annex 1 

Baseline 
Requirement
s Exceeded 

Costs/ 
Resources 
over Duration 
of RIIO-ED2 

A Provision of API-format 
digitised network locational / 
GIS data as well as 
identification of future 
available capacity on assets 
down to high-voltage 
feeders, based on existing 
and committed connections, 
updated monthly, identifying 
any areas of network 
constraint and possible 
future flexible connection 
options. 
 
This may be supported with 
graphical representation of 
data, such as via heat 
maps, and longer-term 
planning indicators, such as 
long-term development 
statements. 
 

Data presented 
as described by 
the end of the 
RIIO-ED2 
period 
 
Much of this 
information will 
be available 
before this as 
our digital 
platform 
evolves 

Improved self-serve 
capability allowing 
quicker more efficient 
planning, reducing 
reliance on DNO. 

1, 6, 13 Yes 
(specific 
usable format 
and 
heightened 
ability to self-
serve beyond 
that specified 
in baseline 
requirements). 

Costs 
incorporated 
into our digital 
strategy 

B Provide clear support to all 
types of customer in 

Part of 
connection 

Improved clarity and 
ease of access to UK 

2, 3, 4, 7, 9, 
10, 14, 16 

Yes £150k 
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Ref Action Specific Target Benefit to Customer Ofgem 
Baseline 
Requireme
nts 
Satisfied – 
ref Annex 1 

Baseline 
Requirement
s Exceeded 

Costs/ 
Resources 
over Duration 
of RIIO-ED2 

accessing knowledge and 
services associated with 
connections. This support 
will include clear guides on 
connections journeys, 
metered and unmetered, 
how to access these 
services and how to gain 
further support in the 
connections process. 
Connections journeys will be 
clearly set out and choices 
available to customers will 
be explained along with any 
information requirements. 

service survey 
questionnaire 
feedback - 
overall score 
>93%. 

Power Networks 
connections services. 

(evidence of 
pan-industry 
leading 
customer 
feedback). 

(approx 1FTE 
for 1 year + 
design & IS 
support). 

C Offer connections services 
to support connections and 
streamline the initial 
connections application. 
This will include Ask-the-
Expert, 1-to-1 and group 
surgeries, feasibility studies 
and will be developed 
through RIIO-ED2 jointly 
with customers to ensure 
needs are met. 

Score of at least 
93% 
satisfaction 
from surveys of 
these services. 

Additional support in 
rationalising options 
ahead of making a 
connection 
application to reduce 
project planning 
timescales. 

8 Yes 
(evidence of 
pan-industry 
leading 
customer 
feedback). 

£500k 
(approx 1.5 FTE 
through RIIO-
ED2). 

D Manage a comprehensive 
plan to engage with all 
potential connections 
services customers. This will 
include stakeholder review 
fora aligned to key 
connections themes, 
scrutiny panel reviews, D-
FES requirements capture, 
survey feedback on evolving 
connections strategic plan, 
multi-channel periodic 
updates on services and 
any further wider 
engagement developed 
through RIIO-ED2. 
 
 
 
 
 
 

Evidence of 
published, 
evolving 
strategy and 
customer 
feedback. 
 
Score of at least 
93% 
satisfaction 
from surveys of 
these services. 

Customers will inform 
and contribute to our 
programme of 
continuous service 
innovation and 
excellence. 

5 Yes 
(evidence of 
pan-industry 
leading 
customer 
feedback). 

£1,200k 
(2 FTE + venue 
hire & IS 
support through 
RIIO-ED2). 

E Ensure customers are fully 
engaged in choices/options 
to reduce cost and/or 
delivery timescales and that 

Part of 
connection 
service survey 
questionnaire 

Improved support to 
reach optimum 
solution, achieving 
connection cost 

11, 12, 17 Yes 
(evidence of 
pan-industry 
leading 

No cost process 
improvement 
will benefit both 
customers and 
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Ref Action Specific Target Benefit to Customer Ofgem 
Baseline 
Requireme
nts 
Satisfied – 
ref Annex 1 

Baseline 
Requirement
s Exceeded 

Costs/ 
Resources 
over Duration 
of RIIO-ED2 

a comprehensive 
description of scope and 
cost-breakdown are 
provided. This could include 
reviewing original 
requirements, identifying 
efficiencies during delivery, 
such as collaboration with 
other site or wider 
excavation activities, and 
timely management of 
scope variations. As part of 
this initiative, customers will 
be nominated a point of 
contact throughout the 
connections journey. On 
completion of the 
connection, scope will be 
reviewed, and a timely 
reconciliation process will be 
managed where required. 

feedback - 
overall score 
>93%. 

reductions and 
quicker connections 
journey timescales. 

customer 
feedback). 

UK Power 
Networks 

F For unmetered or highway 
connections, rent-a-jointer 
and post-fault re-connection 
services will be offered to 
deliver quick efficient 
connections (note: 
continuation of existing 
service from RIIO-ED1). 

Achieve overall 
score >93% in 
customer 
service 
feedback. 

Fast-track response 
far exceeding 
regulatory 
requirements, 
benefitting 
connections and 
wider highway users. 

15, 20 - No cost 
extension of 
existing service 
with process 
improvements. 

G Processes will be introduced 
to improve access to 
network capacity by actively 
managing interactivity 
queues. These will act to 
promote connections in an 
interactivity queue which 
allow access for others (e.g. 
storage) and demote slow-
moving projects in favour of 
those ready to connect. This 
will be done in conjunction 
with other network operators 
as appropriate to ensure 
industry consistency. We 
will also introduce flexible 
connections to all customers 
who may benefit, further 
improving access to network 
capacity. 
 

Processes in 
place, published 
and sign-posted 
in connections 
journey 
material. 

Improved network 
utilisation and 
fairness in access 
arrangements 
(subject to SCR / 
license changes). 

18, 19 - £700k 
(one-off IS 
investment on-
going 2FTE to 
manage). 
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Ref Action Specific Target Benefit to Customer Ofgem 
Baseline 
Requireme
nts 
Satisfied – 
ref Annex 1 

Baseline 
Requirement
s Exceeded 

Costs/ 
Resources 
over Duration 
of RIIO-ED2 

H Measurement and 
publication of customer 
service feedback from 
quotations, connections and 
further associated 
supporting services. We will 
work to continually improve 
this feedback and evolve the 
scope in consultation with 
customers. 
Supports output metric for 
other commitments. 

Publication of 
results from 
surveys 
>93% for 
quotations/deliv
ery 
>93% achieved 
for wider 
supporting 
services. 

Excellence in serving 
UK Power Networks' 
connections 
customers & key 
vehicle to provide 
constructive 
feedback on all 
aspects of these 
services. 

N/A Yes 
(not a 
baseline 
requirement 
but drives 
service culture 
within UK 
Power 
Networks and 
provides a 
platform for 
objective 
measure of 
success 
against many 
baseline 
requirements). 

£300k (1 FTE 
and minor IS 
investment). 

I Reduce the scope of work 
deemed non-contestable to 
further open up the 
connections market to 
competition. This will include 
simplification of assurance 
processes for ICPs to self-
certify design and 
connection work as well as 
increasing the areas of 
construction work deemed 
contestable. UK Power 
Networks will lead across 
the UK in reducing non-
contestable electricity 
connections work. 

Customer 
engagement 
feedback and 
objective 
evidence by 
comparison 
across DNO 
Connection 
Charging 
Methodology 
Statements. 

Increased customer 
choice and improved 
access to a wider 
market for 
independent 
connection providers. 

N/A Yes 
(this is not a 
baseline 
requirement). 

No cost. 
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8.5.9 References 
Ref Title of engagement Catalogue 

Number 
1 Explain focus group sessions with domestic customers (Q3, 2020) 

Qualitative research on residential and commercial customer journeys for connections, general 
enquiries & power cuts via (i) 11 online focus groups and 25 in-depth interviews. Quantitative 
survey of c1700 customers from online panels or via text with customers who had previously 
taken part in BMoCS. 

H127 

2 Explain focus group sessions with Small & Medium Sized Enterprises (Q1, 2021) 
12 small and medium business customers were interviewed over the aspects they most valued 
in the connections journey and how they would wish this service to evolve. 

H146 

3 D-FES Local Area Planning 
Overview of UK Power Networks’ Distributed Future Energy Scenarios  

H136 

4 Stakeholder Fora 
Fora are held at least 8 times per year spanning four key market areas (ICP, Demand 
Customers, Distributed Energy Resources, Unmetered connection Customers), which form a 
basis for agreeing many of the ICE initiatives adopted throughout RIIO-ED1. 

S34 

5 Scrutiny and Critical Friends Panels 
Scrutiny panels to provide robust challenge to our past performance and forward thinking of our 
Incentive on Connection Engagement (ICE) plans.  These groups meet a total of nine times per 
year across three separate groups. 

S34 

6 ICE Commitment Review Meetings 
Full details of engagement activities outlined in our “Looking back and forward 2020 report”  

H147 

7 RIIO-ED2 Focus Group 
Sessions were held in November 2020 that helped us to understand key relative priorities.  One 
of the panel sessions was held jointly to consider our DSO transition, given the significant 
overlap in some of the areas concerning innovation in network data provision and active network 
solutions 

S34 

8 RIIO-ED2 Stakeholder Wide Survey S34 

9 RIIO-ED2 Proposed Action S34 

10 Connections RIIO-ED2 stakeholder engagement panel meetings – November 2020 
A focus group of 15 connections stakeholders. 

S2 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

https://www.ukpowernetworks.co.uk/-/media/files/connections-ice/ukpn13423-forward-back-report-2020-final.ashx?la=en&hash=AD1F68366F3F3FF4267D62657A6B66DBFB188793
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Purpose of 
this document  

This Line of Sight document explains the commitments that we are making in our RIIO-ED2 business 
plan in the area of Major Connections.  
 
It does this by first providing the context within which we have developed our plan, including 
consideration of both past performance and leading practice, and listing the six Key Insights we have 
gathered from this engagement, the full derivation of which is explained in the associated 
Engagement Summary. We then explain how we have triangulated our key engagement insights, 
alongside consideration of past performance and leading practice, as well as any additional 
considerations such as our statutory obligations, the regulatory framework and engineering 
judgements to formulate our RIIO-ED2 business plan commitments.  
 
In the final section, we outline the results of our final engagement with our various customer forums, 
where we presented our high-level RIIIO-ED2 plan to customers to see how acceptable it is in their 
eyes.  
 
This document should therefore help the reader to understand the rationale for choosing the 
commitments that we have, and in particular, how they have been informed by engagement with our 
customers and our stakeholders. It is structured as follows: 
 
• Our commitments: our RIIO-ED2 business plan commitments in the area of Major Connections.  

• What we achieved in RIIO-ED1: our past performance in the areas of Major Connections. 

• Leading practice: how we have sought to understand and drive leading practice in this area. 

• Our Key Insights: The Key Insights we have formed following our engagement with customers 
and stakeholders. 

• Triangulation: how we have triangulated our Key Insights, alongside consideration of past 
performance and leading practice, as well as other considerations such as our statutory 
obligations, the regulatory framework and engineering judgements to formulate our RIIO-ED2 
business plan commitments.  

• Acceptability: the results of our customer forum engagement to understand whether they find 
our proposals acceptable at a high-level.  

Our 
commitments  

In RIIO-ED2, we are making the following commitments:  
 
Commitment MC1: We will continue to address our Major Connections customers’ needs by 
providing sector-leading customer satisfaction. We will aim to be the #1 DNO Group as measured by 
customer satisfaction, or to achieve at least a 90% score on average across our networks in each 
year of ED2 (vs 88.6% average achieved in RIIO-ED1) – whichever is higher.  
 
Commitment MC2: We will provide connection customers with easy access to digitised information 
(on the capacity and location of our network assets), to facilitate self-service by the end of RIIO-ED2. 
We will publish heat maps for both generation and demand over the same timeframe.  
 
Commitment MC3: Through continuous engagement, we will drive service improvements and the 
development of new connections products and services. We will measure our performance through a 
range of surveys on our connections services (including our Connections Engagement Satisfaction 
Survey, Ask the Expert, Distributed Generation Surgeries and Feasibility Studies). We will target at 
least an average customer engagement feedback score of 9/10 over RIIO-ED2.  
 

What we 
achieved in 
RIIO-ED1 

In RIIO-ED1, we made 25 connections related commitments. In our latest business plan 
commitments report for the year 2019/20, we successfully achieved the annual output for each 
of these commitments and were on target to meet our eight-year output for the regulatory 
period. Full details of these commitments are found in our commitment reports, with highlights 
in key areas of our connections work discussed below.  
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Provision of Critical Infrastructure 
 
During RIIO-ED1, we provided a large array of critical infrastructure projects, particularly in the 
London network area where the development of nine new or upgraded 132kV (or 66kV) sub-
stations will be achieved within RIIO-ED1. These included: 
 
• Roll-out of 33kV distribution connections in central London to many of the capital’s new 

iconic buildings. 

• 15MVA upgrade of RAF Lakenheath via two 20km 33kV circuits to enable the new F35 
fighter jet fleet to be stationed in the UK. 

• New development at Ebbsfleet Garden City; 77MVA of new capacity for 15,000 homes 
schools and businesses to drive the local economy. 

• Cross-rail Infrastructure supplies, helping to reduce congestion and commuting timescales 
in London. 

• Thames Tideway Tunnel Boring Machine Supplies, providing a much-needed benefit to 
the environment by upgrading the aging Victorian waste-water infrastructure. 

• Preparatory Diversions, Tunnel Boring & Permanent Traction Supplies to HS2 and Lower 
Thames Crossing. 

• Application of network-wide flexible connection approach for distributed generation (DG) 
has allowed 2,000MW of connection offers to be accepted in our East of England network 
area alone in the 15 months to the end of 2020. 
 

Working with our Customers to Develop and Deliver Class-Leading Customer Service 
 
During RIIO-ED1, we continued to survey all major connections customers who receive 
quotations and new connections. Key results are below: 
 
• We asked the same questions included in the broad measure customer survey for smaller 

connections, and our average scores have steadily improved throughout RIIO-ED1, up to 
9.16 out of 10 from nearly 1,200 customers in 2020. 

• Of the complaints that relate to major connections activities in the last three years, 61% 
were resolved successfully within one day and over 99% were resolved within 31 days. 
Our complaint resolution has been recognised externally in the January 2021 Institute of 
Customer Satisfaction Report. 

• We have adopted a comprehensive engagement strategy across an ever more diverse 
group including connecting customers and their advisers or consultants, independent 
connection providers and public bodies seeking to gain advice or work collaboratively. 
 

Development of a Competitive Connections Market 
 
During RIIO-ED1, we have been at the forefront of opening up the connections market to 
competition, introducing many measures to aid customer choice. These included: 
 
• Adopting a pioneering role with Lloyds Register to develop a framework for ICP self-

certification of design and delivery of connections. 

• Stimulating competition in areas of the market where barriers to entry are perceived to 
exist on the grounds of scale, particularly for smaller LV connections. 

• Connecting over 500 new schemes (220 of which were connected in 2020) through the 
Small Service Self-Serve initiative. This allows Independent Connection Providers (ICPs) 
to design and notify us of a small low voltage connection, rather than request quotations 
and gain prior approval of the design. 
 

Supporting a Low Carbon Economy through Innovation and Open Data 
 
During RIIO-ED1, we have supported a significant change in the mix of connections work 
towards a lower carbon economy. This included: 
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• Piloting flexible Distributed Generation zones and attractive substantial new connections. 

• Working with Local Authorities to facilitate the connection installation of thousands of 
Electric Vehicle charging points. 

• Working with TfL to deliver innovative, co-ordinated and cost-efficient approaches towards 
the electrification of London’s bus fleet, including upgrading the connection at Waterloo 
bus garage to a time-profiled demand connection that avoided reinforcement and allowed 
a fleet of 42 electric buses to be introduced from 2016. 

Leading 
practice 

Our connection service involves providing a suite of customer service tools combined with a 
specialised and technical product. Therefore, it is harder to define what is leading practice than in 
other areas of our plan. We can refer to examples of leading customer service practices (where the 
best examples tend to exist in retail and banking), but this needs to be paired with the specific 
activities required and expected within connections. 
 
Further, this area involves a competitive market, and as such customers are free to choose from a 
range of ICPs and Independent DNOs (IDNOs), who are all looking to differentiate their service. Our 
offerings and additional services are therefore informed by assessments of what our competitors 
provide and checking with our customers whether we should also be offering any additional services.  
 
Ultimately, whether customers continue to select us when seeking a connection is a strong indication 
of whether we are offering a class leading service, in the face of competitive pressures. In addition, 
the Incentive of Connections Engagement (ICE) process is designed around asking our customers 
what they have seen from our competitors within the industry, and from other sectors, that we should 
also be implementing within our service offering.  
 
Our Line of Sight document for Customer Service provides a commentary on what is leading practice 
as far as general customer service is concerned. To determine additional best practice features in 
Connections, we have referred to Ofgem’s Sector-Specific Methodology Decision (SSMD) in 
December 2020 and Connections Engagement assessment, as well as looking to our own research 
into customer journeys and our extensive connections stakeholder engagement programme. 
 
We recognise that a range of customers will use our connections service, and this includes small and 
large customers. Best practice in this area differentiates customer journeys according to the type and 
size of connection needed, and tailors the service offered. This document is focused on larger 
connections, and therefore some areas of best practice are specific to these types of connections, 
whereas others are more relevant to smaller connections, but may still be relevant based on an 
individual assessment of the bespoke customer journey. Best practice includes: 
 
• Ensuring clarity of information around rules and processes: As processes for connections 

evolve in response to the needs of new technologies, DNOs take a proactive role to 
communicate changes and engage with customers. 

• Consistency of service, bearing in mind particular points of difficulty: Customers receive 
the same high-quality level of service throughout the entire connection journey available through 
multiple communication channels. DNOs should be aware of any particularly resource- or 
information-intense parts of this process. In particular, the application process is a critical phase 
and DNOs should handle this efficiently and provide feedback and challenge throughout to 
support customers. A single point of contact for customers should be provided at the initial 
application phase. 

• Site visits: The need for a site visit is less relevant to a larger connection, but is nevertheless 
determined with the customer, and where a site visit is agreed it is offered early in the process. 
Wherever engineers are called to a site, they maintain customer contact to update on arrival time. 

• Response and works timeliness: Although most relevant to smaller connections, similar 
standards are targeted for larger connections too. These comprise keeping customers informed 
of quotations and timing for site works with clearly established target timeframes for each. 
Additionally, timeframes to complete connections works are established and made clear early on, 
and completion confirmation is communicated promptly. 

• Service flexibility: The connections process is able to accommodate the bespoke needs of 
customers. 
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• Effective customer education and advice: Customers are able to access resources that help 
them to understand the details of their connection offer. In particular, they should be helped to 
understand the implications they face if their requirements change or if other customers wish to 
connect at the same location. This should extend to offering advice on how to change their 
requirements in order to connect more quickly and cheaply. 

• Transparency: Data should be as transparent as possible, including data on where to connect, 
and made accessible through digitised channels including APIs. 

• Flexible connection availability and education: All customers should be able to access a 
flexible connection and educated on the implications of accepting a flexible connection offer. 

• Multi-Utility and collaboration: DNOs should look to support multi-utility connections wherever 
possible. DNOs should work together to ensure connection processes are as consistent across 
geographies as possible. 

• Queue management: The queue should be optimised so that certain customer types that can 
help others to connect more quickly or cheaply (e.g., storage) are promoted. 

• Supporting Low Carbon Technology (LCT): The needs of LCT customers are met and these 
customers are engaged appropriately. This includes making specific arrangements for growth in 
heat pumps, EV charging, distributed generators and storage. 

• Systems interfaces: DNOs should be proactive in engaging customers to help them identify 
where their systems and connections-related information could be improved and interface with 
DNO systems. 

• Distribution System Operator (DSO) transition: DNOs should be proactive in engaging 
customers on their DSO transitions. 

• Connection offer expenses: DNOs should try to bring consistency to their approach to 
assessment and design fees wherever possible and provide a forum for stakeholders to raise 
issues that can be addressed. 

Our Key 
Insights 

Key insight I-C1 
Customers would like more choice and flexibility over the services they receive so that they can make 
a genuine and informed choice about how their connection is provided. 
 
Key insight I-C2 
Customers asked us to provide pre-application support to give them the certainty that they are making 
the best choices available to them to deliver critical electrical infrastructure in a timely and cost-
effective way. 
 
Key insight I-C3 
Customers want us to give accurate and more detailed network information so that they can make 
important business decisions in line with their programme, not ours, and help reduce workarounds 
and scope changes due to omissions during the application process. 
 
Key insight I-C4 
Customers are clear that any connection offer they receive details the best possible information to 
remove/minimise any surprises through the customer journey. 
 
Key insight I-C5 
Customers need us to recognise the importance of timely provision of key information, be that upfront 
during the application process, or cost reconciliations due to being an intermediary for their end 
customers and how delays by UK Power Networks reflects badly upon their own business. 
 
Key insight I-C6 
Customers want to continue engaging with UK Power Networks through the various fora and other 
communication channels but want more scope of works covered within the scope of satisfaction 
ratings and feedback. 

Triangulation: 
How we 
developed our 
commitments  

The insights gained from our engagement have helped to inform our commitments. Our commitments 
are supported by a range of actions outlined in our Major Connections strategy. Our approach to 
Major Connections reflects our ambitions to deliver tangible improvements in the service we provide to 
connecting customers, and is built around three strategic pillars: 
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• Making it easy for our customers: Our first two commitments relate to this pillar of our 
approach by addressing our ambitions to maintain sector-leading customer satisfaction and 
providing easy access digitised information. 

• Staying in tune with our customers’ emerging needs: Our third commitment relates to this 
pillar of our approach by driving service improvements and developing new products and 
services. 

• Promoting a competitive connections market: Our fourth commitment relates to this pillar of 
our approach by working with stakeholders to go further than any other DNO to grow the scope of 
contestable services.  
 

We outline our proposed commitments below and provide a brief explanation of why we feel each 
commitment is appropriate given our track record, best practice, the customer and stakeholder 
feedback we have received, and other factors such as statutory obligations, engineering restrictions / 
judgements, our regulatory framework and bill impacts.  
 
Commitment MC1: We will continue to address our Major Connections customers’ needs by 
providing sector-leading customer satisfaction. We will aim to be the #1 DNO Group as measured by 
customer satisfaction, or to achieve at least a 90% score on average across our networks in each 
year of ED2 (vs 88.6% average achieved in RIIO-ED1) – whichever is higher. 
 
Our commitment to improve satisfaction amongst out Major Connections customers and/or to maintain 
a #1 position amongst DNOs is designed to place our leading ambition into a concrete and 
measurable form. This metric is designed to measure our performance in a similar manner to that 
already applied to minor connections through the Customer Satisfaction Survey in RIIO-ED1.  
 
We have engaged with customers and stakeholders to ensure this is the most appropriate metric to 
drive DNO performance in this area, by asking customers directly what they want and how we are 
delivering. Our engagement has included discussions with DNOs, IDNOs, the Energy Networks 
Association (ENA) and Ofgem to propose an industry wide metric that drives the right behaviours for 
customers.  
 
Given the view of overall performance captured by this metric, our commitment is a key component of 
our approach for delivering and exceeding Ofgem’s baseline requirements for Major Connections 
under the following principles within the SSMD:  
 
• Support connection stakeholders prior to application by providing accurate, comprehensive, and 

user-friendly information.  
• Deliver value for customers by ensuring simplicity and transparency throughout the applications 

process.  
• Facilitate the delivery of timely and economical connections that meet customers’ needs.  

 
This commitment will embed how we measure performance for our Major Connections customers 
throughout UK Power Networks. It will incentivise the right organisation and culture to make sure we 
deliver for customers.  
 
Additionally, our customers tell us that they value access to support to ensure that their application is 
processed with the minimum amount of delay and rework. Our experience tells us that getting the 
details correct upfront leads to a smoother, quicker process that produces an efficient quote that 
meets the customer’s needs. That is why we have introduced “Ask the Expert” and other subject-
specific group surgeries to support our customers before they make an application. This has been well 
received with a satisfaction rating of 95%.  
 
One area where our customers feel we can improve, is the detail we provide in the costings that 
form part of our connections offer. Customers want clarity to help them make important business 
investment decisions with large sums of money at stake. Greater transparency will help customers 
make informed decisions and be sure they are getting value for money form the offer we are providing 
them.  
 
This commitment is supported in particular by engagement insights I-C2, I-C4 and I-C5. 
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Commitment MC2: We will provide connection customers with easy access to digitised information 
(on the capacity and location of our network assets), to facilitate self-service by the end of RIIO-ED2. 
We will publish heat maps for both generation and demand over the same timeframe.  
 
Our commitment to provide customers with the data they need is largely driven by customer 
requirements, as outlined below. It also exceeds Ofgem’s baseline requirements for Major 
Connections regarding network information by providing a wider range of data and in usable formats 
such as API. Enabling self-service also provides wider business benefits, allowing customers to make 
better informed decisions and allowing a more efficient assessment of connections options.  
 
Our customers have told us that they want greater access to high quality, granular, digitised data that 
can be accessed in API format. It is a theme that emerges in multiple contexts: our customers have 
said that they are likely to want to self-serve their applications as well as receive feedback and email 
communications; Distributed Energy Resource (DER) customers have expressed a strong desire for 
access to network data and investment to improve provision of such data services; and digitisation of 
network maps and access to future capacity requirements is a high priority. Customers are particularly 
keen to have access to network data at voltage levels in which they operate, and visibility of the 
impact of future network developments, including other committed connections.  
 
Having this information in the right format will help customers to a better understanding of how their 
connection fits with wider network conditions, allowing them to make better-informed decisions.  
We will invest in our network mapping offering by further digitising network records and making them 
available in a format that will enable customers to interact with our data through their own 
applications. Additionally, we are committing to publish forward-looking available network capacity 
data to allow users to identify current and future capacity availability down to the level of our high 
voltage feeders. This will allow users to self-serve more effectively in assessing the viability of their 
projects.  
 
Providing customers who can do so the opportunity to self-serve allows us to deliver a more cost-
effective service, whilst focusing our support to customers who may be less familiar with the 
connections process or have specific needs that require greater engagement. This will allow us to 
deliver a smoother customer experience overall, and to assess connections options more quickly and 
efficiently. Providing forecasts of network capacity also allows users to identify areas of network 
constraint and informs them of future opportunities for potential flexible connections options.  
This commitment is supported in particular by engagement insight I-C3.  
 
Commitment MC3: Through continuous engagement, we will drive service improvements and the 
development of new connections products and services. We will measure our performance through a 
range of surveys on our connections services (including our Connections Engagement Satisfaction 
Survey, Ask the Expert, Distributed Generation Surgeries and Feasibility Studies). We will target at 
least an average customer engagement feedback score of 9/10 over RIIO-ED2.  
 
Our commitment to continuous engagement ensures we have the right information from our 
customers to understand their needs and expectations, and to subsequently deliver a range of 
products and services that align with them. It also ensures we can exceed Ofgem’s baseline 
requirements for Major Connections in relation to having a robust process in place to proactively 
engage with stakeholders, by using the information gathered to target sector leading feedback scores.  
Continuous engagement with our customers in this area is critical, allowing us to continually refine our 
offering. There are significant costs of underperforming in this area, not least through increased 
complaints by failing to address customers’ feedback or through greater costs resulting from the 
higher volume of quotes generated by not getting it right the first time.  
 
Our tailored engagement services, such as DG surgeries and Ask the Expert, allow us to help 
customers in their approach to UK Power Networks for connections requests, and ensure they can 
work through the process smoothly. This commitment is broader that measuring our regulatory 
performance as captured in commitment MC1. Here, we are committing to making sure that we serve 
different customer segments and evolve our products and engagement approaches over time.  
 
Our engagement has shown that different customer groups value having a greater choice and 
flexibility as a priority. Our customers have told us that they want to see flexibility services made 
available to a wider range of our customers. The connection of LCTs is a high priority for ICP and 
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metered customers, and the ability to increase access to the network though offering flexible 
connections is a high priority to our DER customers. 
Customers have told us that they see a role for innovation to help them get connected in areas of the 
network that are currently constrained. Innovative solutions, such as flexible connections, can often 
shorten connection times and significantly reduce connection charges.  
 
This commitment is supported in particular by engagement insights I-C1, IC-2 and I-C6.  

Acceptability Acceptability testing provides us with an understanding of customer views towards the proposed 
business plan and ultimately how acceptable it is in their eyes. It is the final ‘check-in’ with customers 
before the plan is submitted and is therefore a relatively high-level assessment of the overall package, 
the constituent parts of which have been developed with previous customer feedback and insight. 
However, such a high-level assessment by customers is, by definition, subject to limitations and 
naturally cannot provide all the context necessary to inform, and test, all the areas of our plan.  
 
In the context of Major Connections, we have relied on stakeholder engagement with informed 
customers to test the acceptability of our proposals. Since our Initial Business Plan submission, we 
have engaged with all three of our customer fora (covering Metered Demand, ICPs and iDNOs, and 
DER) to present the key components of our business plan for Major Connections. In each session, 
participants were asked whether there were any changes, additions, or removals they would make to 
our proposed actions and commitments for RIIO-ED2. In all sessions, customers did not suggest any 
changes to our approach and accepted our proposals. 
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