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[bookmark: _Toc63149429]Executive Summary
Electricity North West’s Plugged In Public Panel was one of a number of key strategic engagement activities conducted by Electricity North West to enable customers and stakeholders to inform the development of the company’s Business Plan for 2023-2028. This Panel helped Electricity North West obtain an in-depth understanding of customers’ preferences and an understanding of to what extent customers being educated about Electricity North West, and repeatedly engaged in this, influences their decision-making. 
Purpose of the Plugged in Public Panel
The Panel was brought together to address the overarching question:
· What is the right level of investments that Electricity North West should make in their identified areas for improvement?
The deliberative engagement method chosen for this Panel consisted of three key stages: 
1) Learning 
2) Discussion
3) Deliberation. 
This allowed members to learn from Electricity North West about issues relevant to the question they were addressing; have time to embed this understanding and ask further questions; discuss them in small breakout groups; and reach conclusions both individually and as part of groups having weighed up the various trade-offs identified. This has provided Electricity North West with rich insight into the values and priorities of panel members on key issues relating to future investments in improvement. This report pulls together the work done by members throughout all the Panel meetings. There are full details of the outputs of each of the six Panels in the separate output reports.
Panel Members
The Panel was comprised of 40 members who were recruited as a stratified random selection of customers which matched the demographic characteristics of the geographical area (as closely as possible within a group of this size). 35 members completed the sixth panel meeting, with some dropping out due to personal circumstances and/or deciding the process wasn’t for them. The feedback on the process given by those members who completed the process was overwhelmingly positive. 
Structure of the Panel Meetings
The Panel met using Zoom six times between July and November 2020. During the first meeting they learned about the role of Electricity North West in the network, the company’s three clusters of priorities for investment which they wanted to explore: network, environment and customer. Members built on this in the second Panel where they explored key questions of affordability and fairness of these different priorities. Panels 3, 4 and 5 looked at the three clusters in turn. Within these, Panels members considered questions of balancing risk and investment, which customers should benefit most from investments, who should receive particular support and also how to plan for the future energy transition as electricity usage increases. 
During the sixth and final Panel meeting, Electricity North West presented their Draft Business Plan Package to members, informed by outputs from the previous Panels. They explored whether the proposals in this package were acceptable to members after they had learned in detail about them and helped refine them in previous sessions. Members also explored questions of bill impact sensitivity and how fair this package was for customers who might struggle to pay for it. Finally, members discussed how Electricity North West should continue to engage with customers in the future and decided they would like to see the Panel reconvened in 2021. 
Findings from the Panel
As part of reviewing the Draft Business Plan Package in Panel 6, members considered seven propositions Electricity North West had developed (building on the original ten priorities that were presented to members). Members were asked to allocate an imaginary £10 for investment across those seven propositions to demonstrate which they felt were most and least important. Reinforcing the findings of their earlier ranking of priorities, Delivering a reliable network and Building a resilient network were ranked as the top two most important priorities. Supporting customers in vulnerable circumstances started off as the fourth most important priority, but dropped to being ranked seventh by the end of Panel 6. As members learned more throughout the Panels about what Electricity North West does and how reliant these customers are on electricity, the view developed that the priority for the company should be to make sure their basic needs are met by Delivering a reliable network and Building a resilient network. 
Members ranked Keeping bills as low as possible as one of the lowest priorities after Panel 1 and it became even less of a priority after Panel 6 as members had learned about the benefits which could come from the investment options they were discussing.
Overall members were enthusiastic about the benefits of proposed investments and encouraged Electricity North West to be proactive about investing in a number of areas including network reliability, leading the North West to net zero and supporting customers in fuel poverty. When presented with the Draft Business Plan Package at Panel 6, the majority of members found it personally acceptable and thought it was fair to go ahead with a £9.80 bill increase in order to fund the investments outlined in that package.



[bookmark: _Toc63149430]Purpose of the Electricity North West Plugged In Public Panel 
[bookmark: _Hlk63086304][bookmark: _Hlk63086347]The Electricity North West Plugged In Public Panel was one of a number of key strategic engagement activities conducted by Electricity North West to enable customers and stakeholders to inform the development of the company’s Business Plan for 2023-2028. This Panel helped Electricity North West obtain an in-depth understanding of customers’ preferences and an understanding of to what extent customers being educated about Electricity North West and repeatedly engaged in this influences their decision-making. 
The overall approach to engagement during this time was to ensure that research was undertaken cumulatively, with each phase building upon knowledge gained in previous phases. Thus, key findings from other Business Plan engagement mechanisms were utilised to identify content and objectives for the Public Panel, such as the long list of priorities for investment presented to the Panel at the beginning.
[bookmark: _Hlk63086362]The Panel was brought together to fundamentally address the question:
· What is the right level of investments that Electricity North West should make in their identified areas for improvement?
The objective was to better understand customers’ views on the different areas which Electricity North West could invest to improve in, understand which were the priorities and why, and identify if/how members’ views changed through taking part in the process. 
In choosing to convene the Electricity North West Plugged In Public Panel as a ‘mini-public’ the focus was on ensuring that the company engaged, in depth, with a wide variety of customers, including specifically those who did not generally interact with the company. By actively recruiting people from across the region who were not already engaged with the electricity network, or necessarily even interested in it, the members can be argued as representing a true cross-section of Electricity North West’s customer base.
This was seen as particularly important for aspects of the company’s planning where there are no simple ‘right’ decisions, but instead decisions involve making a trade-off between different priorities. Decisions like these are a particularly appropriate focus for deliberative work with representative mini-publics as they benefit from participants being given time, access to balanced and in-depth information about the issues, and the opportunity to discuss their opinions with other customers before drawing conclusions.


[bookmark: _Toc63149431]Engagement Methodology
The Electricity North West Plugged In Public Panel was convened using an online, long-form deliberative methodology, involving a representative sample of customers from Electricity North West’s network area, to consider key aspects of the company’s developing Business Plan for the next price control period. 
Given this was a new approach for Electricity North West, Involve (the UK’s leading specialists in deliberative engagement) were contracted to design and deliver the process. This was led by Kaela Scott, Head of Democratic Innovation at Involve and Dominic Ward, Senior Project Officer at Involve. They were supported in the delivery of the Panel meetings by a team of 5 facilitators (from Involve’s core team and associate pool) experienced in developing dialogue among diverse groups and encouraging effective deliberation. 
The Covid-19 pandemic required that this Panel was designed and delivered wholly online. This meant that meetings of the Panel were run on the video conferencing platform Zoom to allow members to hear presentations from Electricity North West and, in small breakout rooms, have facilitated discussions on their views on what Electricity North West presented and the questions being asked. 
Process Design
The principles that underpinned the process design were that deliberative methods offer a distinctive approach to public engagement, which differ from other forms of consultation, because they are fundamentally about giving participants time to learn about and discuss issues in depth before coming to a considered view. As such they can:
· give decision-makers a detailed understanding of informed public opinion on complex issues and/or value-laden and controversial questions; and  
· open up the space for revealing consensus, wherein trade-offs have to be made, and a solution that respects the constraints of the policy and practical environment can be found. 
The defining characteristic of a deliberative engagement process is that it brings together a group of people, selected to be broadly representative of the demographics of the population (i.e. a mini-public), to deliberate on a significant community or policy issue. This will, by definition, involve three phases:  
· A dedicated learning phase: A central feature of this approach is the learning component wherein participants are able to develop an understanding of the issue based on unbiased information and/or the clear presentation of arguments from different perspectives. Throughout this phase information can be presented in a variety of ways including presentations from experts, written information and through facilitated discussions. 
In this case the learning phase was spread across the 6 Panels, with a weighting towards Panel 1 where members spent the most time learning. At each stage more detailed information was presented for discussion and question. This was to enable members to build up an understanding of the role Electricity North West plays in the supply of electricity, and the areas the company is looking to improve in. Then they took a more detailed look at each of the three clusters in turn - Network, Environment and Customer - considering which areas within them were priorities for improvement. 
· Discussion focused on developing dialogue:  To enable this, participants tend to work for most of the time in small groups, supported by highly skilled facilitators to engage in dialogue about the topic. This allows time for people to develop and test opinions on issues that are new to them (and on which they do not have a pre-existing opinion), explore their pre-existing opinions in light of what they have heard and encourages a wider understanding of the opinions of others. 
The importance of subject experts being available to respond to participants’ questions during this phase cannot be understated and was key to the success of the way this phase of the deliberative process was delivered during the Plugged In Panel meetings. 
· The deliberation phase: This stage of a deliberative engagement event involves participants coming to some conclusions based on what they have learnt, through a process of public reasoning. While consensus based decision-making processes are the ideal, at this stage voting systems will often be used, as was the case in these meetings to ensure clear outputs are attained at each stage.
This Panel met six times between July and November 2020. Each meeting consisted of a 2 hour morning session and another 2 hour afternoon session, plus a 90 minute lunch break in between. The Panel was designed in this way to allow members sufficient time to learn about, discuss and deliberate on the topics covered, whilst also not placing an undue burden on them of lengthy sessions on Zoom which could prove tiring, particularly for members who were not already familiar with video conferencing platforms. 
Central to the success of a deliberative process like this are the variety of exercises and techniques used throughout the online sessions. In this case the process was specifically designed to support all participants to use Zoom and other platforms to engage with complex information and feel able to put their opinion forward on their own terms. Therefore each of the meetings were designed to include a range of ways for members to participate including:
· facilitated breakout discussions;
· collaborative question and idea generation sessions using Jamboard;
· plenary discussions;
· group ranking/negotiation activities in breakout rooms;
· time for individual reflection and note taking;
· opportunities to question the speakers (in breakout rooms and in plenary);
· live interactive polling to instantly gauge the sentiment within the room on key discussion points;
· online surveys after each Panel producing quantitative and qualitative data.
This variety within the process design is important to ensure that all participants are able to contribute in ways that suit them best – verbally during breakout discussions, through written inputs on Jamboard and in post-event surveys, and through time for reflection. 
Each of the meetings of the Electricity North West Plugged In Public Panel was designed to adhere to these principles and this led to high levels of engagement from participants, sustained attendance and the production of clear outputs useful to decision makers, as presented in this report.


[bookmark: _Toc63149432]Participants in the Electricity North West Plugged In Public Panel 
[bookmark: _Toc11608785]The 40 members of the Electricity North West Plugged In Public Panel were selected to be a representative sample of the overall population of the region i.e. a mini-public. As far as possible the selection of members was undertaken to mirror the demographics of the area, as recorded in the most recent census. 
[bookmark: _Toc63149433]Recruitment methodology
[bookmark: _Hlk63086457]The rationale behind the Panel approach was to engage a broad cross section of domestic customers from across the region, including those who have had no reason to engage with Electricity North West previously and who may have given little thought to how their electricity network operates. Membership of the Panel was therefore determined through a process of stratified random selection to (as closely as possible within a group of this size) match the demographic characteristics of the geographical area.
Recruitment of participants was undertaken by the Sortition Foundation - a not-for-profit social enterprise dedicated to promoting fair, transparent, inclusive and effective deliberative processes by ensuring accurate representative and random sampling during recruitment. The method they used was based on the idea that, in principle, every resident in the area should have an equal probability of receiving an invitation to take part. 
6000 invitations to participate were sent to households within the network area, randomly selected from the Royal Mail Postcode Address File (PAF) - the most complete and up-to-date address database in the UK. The invitations were issued in a specially designed, attractive and informative envelope (with Electricity North West branding) to draw attention to the contents, and included a FAQ sheet, background information relating to Electricity North West and an individual registration code to use to express their interest in joining the Panel. The invitation letter also included the offer of a £60 cash thankyou gift per Panel meeting (a total of £360) to encourage those who might not otherwise be interested in the initiative and help ensure a diverse range of people were motivated to apply. 
Historically this method of recruitment tends to attract more expressions of interest from people from professional backgrounds and with higher levels of education. To help address this skewing the Index of Multiple Deprivation[footnoteRef:1] was used to identify postcode areas with the highest levels of deprivation and proportionately more addresses were selected in these areas. This meant in practice that 80% of the addresses selected were from the entire Postcode Address File (including areas of deprivation) and the remaining 20% from postcodes with an Index of Multiple Deprivation decile rating of 1-3 (the most deprived areas). By delivering proportionally more invitations to the most deprived areas we aimed to reduce the effects of this skewing.  [1:  The Index of Multiple Deprivation is the official measure of relative deprivation for small areas (neighbourhoods) in England. It uses national statistics to assign each postcode area a decile rating, where 1 is the most deprived and 10 is the least deprived. https://www.gov.uk/government/statistics/english-indices-of-deprivation-2019] 

Potential participants were given two easy ways to register their interest: online or over the phone. Upon registering their interest socio-economic and demographic data was gathered to enable stratification and relevant exclusions (e.g. people who worked for Electricity North West). 164 members of the public applied to be part of the Panel, a response rate of just under 3%.
From the pool of interested respondents a second, stratified random selection was performed, matching the latest UK census data on six dimensions: age, location, gender, ethnic background, disability (self-declared) and occupational grade. Once the selection of members was completed an invitation was sent out to the selected group containing more details of the events. Intention to attend was also confirmed by phone before the details of the representative sample of 44 people (an over-recruitment of 10% to allow for drop-outs) were sent to Involve to continue the on-boarding process. 
Onboarding process
In order to ensure that all recruited members of the Panel are able, and likely, to participate in the meetings Involve undertook a process of ‘on-boarding’. This included initial email contact to introduce the team, ensure members had the practical and process information they needed to feel prepared and ask about any additional support they might need. As short survey was also used to assess members’ access to the internet and a computer, laptop or suitable tablet, as well as their self-declared IT literacy. Following up on this, members who did not have access to suitable equipment and/or low levels of digital literacy were given further individual support to ensure they could participate. This support included:
· providing members with suitable tablets, initially as a loan but able to be kept by members in exchange for not receiving their last two honorarium payments;
· providing data access to participants who might not have suitable internet infrastructure at their home but are in an area that has 4G connectivity using prepaid USB Modems, Pocket WiFi devices or data bundles to enable them to hotspot from a mobile phone. 
· 1-2-1 phone calls to support members to learn basic skills to enable them to participate, such as the basics of using Zoom. These members were also supported through ‘keep-warm’ calls between each Panel meeting, helping maintain their tech literacy.
[bookmark: _Toc63149434]Members 
· 40 members completed the first block of meetings (from the recruited group of 44).
· 35 members completed the 6th meeting due to a combination of illness, lack of engagement (i.e. deciding the process wasn’t for them) and changes in circumstances (e.g. family demands)
· This represents a retention rate of 88%[footnoteRef:2] of initial attendees. [2:  Percentages are used throughout this report for illustrative and comparative purposes only. In a group of this small size percentages carry little statistical significance and it is worth remembering that a single person accounts for over 2% of the sample size.] 


Demographic characteristics of members
	Gender
	Census figures
	Recruited sample
	Attendees meeting 1
	Attendees meeting 6

	Female
	51%
	50%
	46%
	44%

	Male
	49%
	50%
	54%
	56%

	Age
	Census figures
	Recruited sample
	Attendees meeting 1
	Attendees meeting 6

	18 - 29
	21.75%
	23%
	21%
	15%

	30 - 49
	23.75%
	25%
	23%
	24%

	50-64
	33.75%
	32%
	33%
	35%

	65+
	20.75%
	20%
	23%
	26%

	Ethnicity
	Census figures
	Recruited sample
	Attendees meeting 1
	Attendees meeting 6

	BAME (Black and Ethnic Minority)
	10%
	13.6%
	18%
	18%

	White
	90%
	86.4%
	82%
	82%

	Urban/ Rural
	Census figures
	Recruited sample
	Attendees meeting 1
	Attendees meeting 6

	Urban
	82%
	82%
	82%
	80%

	Rural
	18%
	18%
	18%
	20%

	
Disability

	Census figures
	Recruited sample
	Attendees meeting 1
	Attendees meeting 6

	Yes
	22%
	23%
	23%
	20%

	No
	78%
	77%
	77%
	80%

	Geography
	Census figures
	Recruited sample
	Attendees meeting 1
	Attendees meeting 6

	Greater Manchester
	46.25%
	48%
	49%
	47%

	Lancashire
	26.25%
	23%
	23%
	24%

	Cumbria
	9.25%
	11%
	10%
	12%

	Cheshire
	18.25%
	18%
	18%
	17%

	
Socio-Economic

	Census figures
	Recruited sample
	Attendees meeting 1
	Attendees meeting 6

	AB
	19%
	20%
	25%
	24%

	C1
	30%
	32%
	31%
	26%

	C2
	21%
	14%
	13%
	18%

	DE
	30%
	34%
	31%
	35%

	Gender
	Census figures
	Recruited sample
	Attendees meeting 1
	Attendees meeting 6

	Female
	51%
	50%
	46%
	44%

	Male
	49%
	50%
	54%
	56%

	Age
	Census figures
	Recruited sample
	Attendees meeting 1
	Attendees meeting 6

	18 - 29
	21.75%
	23%
	21%
	15%

	30 - 49
	23.75%
	25%
	23%
	24%

	50-64
	33.75%
	32%
	33%
	35%

	65+
	20.75%
	20%
	23%
	26%

	Ethnicity
	Census figures
	Recruited sample
	Attendees meeting 1
	Attendees meeting 6

	BAME (Black and Ethnic Minority)
	10%
	13.6%
	18%
	18%

	White
	90%
	86.4%
	82%
	82%

	Urban/ Rural
	Census figures
	Recruited sample
	Attendees meeting 1
	Attendees meeting 6

	Urban
	82%
	82%
	82%
	80%

	Rural
	18%
	18%
	18%
	20%

	
Disability

	Census figures
	Recruited sample
	Attendees meeting 1
	Attendees meeting 6

	Yes
	22%
	23%
	23%
	20%

	No
	78%
	77%
	77%
	80%

	Geography
	Census figures
	Recruited sample
	Attendees meeting 1
	Attendees meeting 6

	Greater Manchester
	46.25%
	48%
	49%
	47%

	Lancashire
	26.25%
	23%
	23%
	24%

	Cumbria
	9.25%
	11%
	10%
	12%

	Cheshire
	18.25%
	18%
	18%
	17%

	
Socio-Economic

	Census figures
	Recruited sample
	Attendees meeting 1
	Attendees meeting 6

	AB
	19%
	20%
	25%
	24%

	C1
	30%
	32%
	31%
	26%

	C2
	21%
	14%
	13%
	18%

	DE
	30%
	34%
	31%
	35%



Segmentation
Although it was not part of the selection process, the members invited to join the Panel were asked to complete Electricity North West’s segmentation questionnaire. The goal was to demonstrate that we had attracted a Panel that reflected the diversity of the customer segments Electricity North West have identified as making up their customer base.
Despite having hoped that the other recruitment criteria would give a proportionate spread some segments are underrepresented in the Panel, and the smallest segment not represented at all.
	 
	Electricity North West’s segmentation profile
	Attendees meeting 1
	Attendees meeting 6

	Busy Busy Busy
Life is busy with the challenges of family life. Inward looking with no real interest or passion for the environment or what business should be doing. Have to keep track of finances. Just want everything to carry on and not impact on them. 
	24%
	16%
	18%

	Selfless Jugglers
Time and financially stressed families with a strong sense of community. Despite busy lives they are engaged with ”everything”: community, finances, technology, the environment. Environmentally passionate and believe companies have an obligation to the communities they serve.
	17%
	30%
	34%

	Time For Myself
Heading for retirement and looking forward to some “me time”. Low levels of interest in the wider work and no strong social or environmental beliefs. Doing okay financially but not complacent. Want to be left alone to get on with enjoying life and retirement.
	15%
	32%
	27%

	Time To Care
Financially secure empty nesters and retirees. Strong focus on local and community and charities – volunteering at charity shops, cancer hospital runs etc. Believe that businesses should focus on making a profit before they can do anything that is not part of their core responsibilities. Most positive perceptions of Electricity North West.
	15%
	11%
	9%

	Managing Day To Day
Financially challenges families who are struggling to make ends meet. In low paid work or unemployed. Concerned neighbours but not actively involved in formal community activities. Want businesses to do the right thing and recognise customers that need help.
	13%
	7%
	9%

	Community Minded
Affluent older homeowners. Business should put customers and the environment at the heart of what they do. Strongly support (re)nationalisation – water, energy, rail etc. Have a community conscience, but not so much that they are going to act on it!
	10%
	5%
	3%

	Living For Today
Young and self-centred. Low affluence, living in rented housing. No time for or interest in environmental challenges or being involved in their communities. Don’t care what businesses do. They can’t see beyond themselves, Life is for living and living is for today.

	6%
	0%
	0%







[bookmark: _Toc63149435]Overview of the 6 Panel meetings
[bookmark: _Toc58340388][bookmark: _Toc63149436]This section of the report provides an overview of what was covered at each meeting of the Electricity North West Plugged In Public Panel and demonstrates how the learning and understanding of members was built up over time.
Panel 1 – Saturday 18 July 2020
The focus of the first Panel meeting was to:
· Meet the team from Electricity North West and Involve who would be delivering the Panels 
· Learn about Electricity North West’s role in the network and embed this understanding 
· Learn about the three clusters of priorities
[bookmark: _Toc58340389][bookmark: _Toc63149437]Panel 2 – Saturday 1 August 2020
The focus of this Panel meeting was to:
· Explore the different priorities 
· Discuss questions of affordability and fairness 
Panel 3 – Saturday 29 August 2020
The focus of this Panel meeting was to:
· Learn in detail about Electricity North West’s Network performance 
· Consider options for improving the network resilience, reliability and safety 
· Explore questions of investment and risk
· Consider who should benefit most from investments in these areas
Panel 4 – Saturday 12 September 2020
The focus of this Panel meeting was to:
· Learn in detail about Electricity North West’s Environment cluster
· Consider options for leading the North West to Net Zero 
· Discuss non-decarbonisation options 
· Explore the energy transition, supporting customers in vulnerable circumstances and making sure no-one is left behind
Panel 5 – Saturday 24 October 2020
The focus of this Panel meeting was to:
· Learn in detail about Electricity North West’s Customer cluster including the core customer journey
· Consider options for improving customer service during a power cut
· Explore ways to improve the Priority Service Register and supporting customers in fuel poverty 
· Discuss how to look after customers in vulnerable circumstances and make sure no-one is left behind
Panel 6 – Saturday 7 November 2020
The focus of this Panel meeting was to:
· Pull together work done in all of the previous meetings
· Assess Electricity North West’s Draft Business Plan Package, including questions around bill impact sensitivity 
· [bookmark: _ENW’s_Priorities][bookmark: _Toc48304273][bookmark: _Toc63149438]Discuss the future of the Panel and how Electricity North West should engage with customers in the future
Electricity North West’s Priorities
[bookmark: _heading=h.17dp8vu][bookmark: _Toc63149439]Chapter overview
This chapter sets out what the Panel’s views on Electricity North West’s priorities for investment were. It demonstrates how members ranked the priorities in order of priority after Panel 1 and Panel 6, highlighting the areas where members rankings remained consistent throughout and exploring key areas where the collective view of the Panel changed. 
[bookmark: _Hlk63090102]Despite being ranked as the top two priorities after Panel 1, Delivering a reliable network and Building a resilient network both increased in importance for members after Panel 6 (Chart 5.3). Keeping employees and customers safe remained the third most important priority after Panels 1 and 6, but received a lower score after Panel 6. Quotes from members and notes taken by facilitators suggest that whilst it remains important, this area was seen to be less important as members learned what Electricity North West already does to ensure customer and employee safety. 
[bookmark: _Hlk63090291]The priority which saw the biggest drop in importance from Panel 1 to Panel 6 was Supporting customers in vulnerable circumstances. Member quotes and facilitator notes suggest that this shift occurred as members understood more about Electricity North West’s role and the value of electricity for customers in vulnerable circumstances, such as for meeting basic medical needs. Some members shifted their view to thinking the best way for Electricity North West to look after customers in vulnerable circumstances was to provide a reliable electricity network. Therefore, delivering a reliable network was seen by some to significantly reduce the need for the company to undertake other actions to support those customers. Other members also held the view that Electricity North West’s scope of activity should be limited to providing a good electricity network, and that supporting customers in vulnerable circumstances was not within the company’s remit. 
Whilst ranked as the 9th most important priority out of ten after Panel 1, Keeping bills as low as possible became an even lower priority for members after Panel 6. This was explained by member quotes acknowledging that to improve the service they receive, customers would need be willing to pay a little more on their bills. This attitude was also demonstrated throughout the Panels where members consistently favoured ideas for improvements in some areas which were the most ambitious on offer and would mean the comparatively largest increase on their bill. This view is explored further in Chapter 6 Investment and Affordability, where members’ views on the Draft Business Plan Package are explored to understand their considered perspective on the various proposed investments which the majority of them had approved of when pulled together into one package.



When the Panel began meeting in July Electricity North West were in the process of refining their delivery priorities as part of engagement for RIIO-ED2. For the purposes of these Panel meetings the priorities have were divided into three clusters: Network, Customer and Environment.
[bookmark: _Toc63149440][image: ]Improvement Priorities
members heard from Electricity North West about each of these clusters, and also about how their previous engagement with customers and stakeholders had contributed to their development. 
[bookmark: _Ranking_the_priorities][bookmark: _Toc63149441]Ranking the priorities in Panel 1
[bookmark: Chart_5_1]At the conclusion of the workshop members were asked to individually rank the priorities in the order that they felt was most important to focus on (with 1 = most important and 10 = least important). The results of this are presented in the graph below. 5.1 Data from Panel 1 – Ranking the priorities in order of importance to invest in. Using borda count, 1st place vote = 9 points, 9th place vote = 1 point and 10th place vote = 0 points.


Overall, of the three clusters presented by Electricity North West:
· the Network cluster was identified as the most important, with the three network priorities being ranked first, second and third (blue). 
In prioritising the Network cluster most members focused on this being core business of Electricity North West and something that they felt would help ensure other priorities could be addressed. There was also a significant emphasis given to future proofing.
Building a stronger network saves time, money and emotional distress in the long run
If you invest in a resilient network now it would have the knock on effect of being safer, being more reliable, being greener because less energy would be wasted, and saving money in the future
Building a resilient network will future proof supply and ensure any crisis is manageable
Resilience and reliability are really equal but reliability tends to be improved by planning for resilience
· the Customer cluster was ranked medium to low and had the largest variation of priority rankings ranging from fourth to tenth (yellow). 
There were a range of considerations raised when assigning importance to priorities within the customer cluster, several of which will be explored later in this chapter. For most of the members who prioritised service aspects within this group the emphasis was on the role of the company to look after those that relied on their services.
It is ENW’s job to meet their customers’ needs for a dependable power supply
ENW is a service company and meeting customers’ needs has to have a high priority
It is important to keep bills as low as you can but I would rather pay a little bit more for a reliable safe network and to support more vulnerable customers' needs because one day in the future that could be me.[footnoteRef:3] [3:  During the Panel, the terminology used was ‘vulnerable customers’. After the panel this was updated to be ‘customers in vulnerable circumstances, however members quotes will not reflect that change.] 

· the Environmental cluster was also ranked medium to low, with the two environmental priorities ranked fifth and seventh (orange). 
When choosing to prioritise these areas members tended to focus on the overall environmental responsibilities of big businesses to lead the way towards achieving net zero.
As an industry of such influence it's important to set out and show a good role model, and that environmental focus isn't something to be delayed or afraid of, it's something that needs to happen soon
The major global issue affecting everyone is climate change. It is vital every business and person does their best to minimise their environmental impact
[bookmark: _Toc63149442]ENW has a key role to play in modelling the best approach to tackling climate change via surpassing environmental targets and can act as a sector lead when it comes to the distribution of energy


Ranking the priorities in Panel 6
At the conclusion of the final Panel meeting members were asked to repeat this exercise. This was to help Electricity North West understand if members’ views had changed after having learned about, discussed and weighed up the different priorities within their clusters over the course of the Panel meetings. 
[bookmark: Quote_5_2]The graph below shows that members’ views on the order of importance of the priorities remained broadly consistent from when they first completed this exercise after Panel 1 to when they completed it a second time after Panel 6. All of the priorities in the Network cluster remain those considered most important, the priorities in the Customer cluster are spread across the remaining scale, and the environmental priorities remain very similarly ranked.5.2 Data from Panel 6 - Ranking the priorities in order of importance to invest in. Using borda count, 1st place vote = 9 points, 9th place vote = 1 point and 10th place vote = 0 points.


[bookmark: Quote_5_3][bookmark: Chart_5_3]There are however a few distinct shifts in priority which will be explored below. To enable ease of comparison the results are re-presented alongside each other in the graph below.5.3 Comparing Data from Panels 1 and 6 ranking priorities in order of importance to invest in. Using borda count, 1st place vote = 9 points, 9th place vote = 1 point and 10th place vote = 0 points.


[bookmark: _Toc63149443]The priority which significantly increased in importance to members
Delivering a reliable network
After Panel 1, Delivering a reliable network was one of the clear top four priorities, along with Building a resilient network, Keeping employees and customers safe and Supporting customers in vulnerable circumstances. Members were varied in their rankings of how important Delivering a reliable network was, with 6 members ranking it their top priority and 4 members each ranking it 8th and 4 ranking it 9th. 
However, after Panel 6, Delivering a reliable network was clearly ranked as the most important priority after members’ votes took it from 228 points after Panel 1 to 288 points.
· 57% members ranked Delivering a reliable network as the most important priority for investment, 23% members ranked it 2nd and 11% members ranked it 3rd
· Only 9% of members ranked it outside of their top 3
[bookmark: Quote_5_4]
5.4 Comparing data from Panels 1 and 6 showing how members ranked Delivering a reliable network in order of importance against the other priorities
This demonstrates whilst many members saw Delivering a reliable network as one of the important priorities for investment at the start of the process, by the end it had developed into being the clear the top priority for focus for the majority of members 
The increase in the importance of this priority in the views of members can be explained by two key factors:
1) As members moved through the process their understanding of Electricity North West’s core function increased; and 
2) Members understood in more detail what the impact of failing to deliver a reliable impact has, and will have, on customers
[bookmark: _Hlk57900673]Members who saw that priority and proposition as the most important after Panel 6 explained why they did so by focussing on the importance of the service Electricity North West provides and how Electricity North West’s other activities relied on firstly delivering a reliable network. They also highlighted the significant negative impacts an unreliable network would have on many customers lives, particularly the most customers in vulnerable circumstances. 
A reliable network impacts everyone socially and economically and provides everyone with an assurance we can rely on this power source for the future.
A reliable supply is paramount and also impacts on vulnerable customers and will be more critical in the future as we decarbonise and switch to electric cars and other sources of supply.
[bookmark: Quote_5_1]A reliable network is essential. Power cuts are damaging particularly to the vulnerable and those that have medical needs. It can cause financial problems for businesses if the power cut lasts for a long time.
Some also highlighted that in order to be fair, it was important to deliver a reliable network to all customers. 
 We pay for electricity, if we don't get it then where not getting what we pay for
The main reason customers pay ENW is to provide electricity everything else is secondary at best
There are many people in the northwest who have e problems with supply. Everyone has the right to the same service and investing in the network will ensure this.
Others also said that, as they had learned about the expected challenges of future demand for electricity, they had particularly focussed on the importance of having a reliable network in order to cope with this.
 Over the time spent on the panel what has become important is reliability over the network for dealing with future demand
As we move forward the reliability of the network to serve the population’s growing demands for electricity will be most important for ENW
It is clear therefore that, as they learned more about the role that Electricity North West plays in delivering electricity to customers and considered in depth the impact of an unreliable network, members valued a reliable network even more than they did at the start of the process. 
[bookmark: _Toc63149444]Priorities which decreased in importance to members
Whilst half the priorities remained relatively evenly ranked by members between Panel 1 and Panel 6, some priorities were ranked notably lower in terms of importance by the end of the process.
Supporting customers in vulnerable circumstances
[bookmark: Chart5_5]The priority which saw the largest decrease in importance for members was Supporting customers in vulnerable circumstances. After Panel 1 it was ranked as the 4th most important priority for investment. 
Many members expressed during Panel 1 that Supporting customers in vulnerable circumstances was a good idea in principle, and some even advocated establishing a fund for customers in vulnerable situations:5.5 Comparing data from Panels 1 and 6 showing how Members ranked Supporting customers in vulnerable circumstances in order of importance against the other priorities

A fund for vulnerable situations could help customers in rural areas, those in fuel poverty and those facing unpredictable events such as storm damage
In the wake of Covid-19 need to think about those more financially vulnerable e.g. people having to move out who have no more money for electric meters
However, after Panel 6 it dropped to being ranked only the 7th most important priority. While there was a relatively even distribution of rankings (with 2 members ranking it their top priority and 2 members ranking it their lowest priority) the distinct change results from the fact that after Panel 1 very few members placed this among their lowest priorities. 
The fact that after their first meeting few members ranked supporting people in vulnerable circumstances as a low priority should not really come as a surprise. Most people, if asked whether people who are vulnerable and might need help should be given support, would agree it was right to do so. This consensus is likely to have been even further embedded among members due to the context in which these early discussions took place during Panel 1, in small groups with people that they had not met before, as most people generally want to be seen as being nice. The priority given to supporting customers in vulnerable circumstances at the end of Panel 1 has therefore potentially been amplified by this broadly agreed social value that people who need help should receive it and a desire to be agreeable. However, as even demonstrated from the findings from Panel 1, point at which this broad agreement is likely to split into disagreement is when considering what that help should looks like, how it should be delivered and who should pay for it.
Additionally, as members learned more, particularly in Panels 3 and 5 about the impacts of Electricity North West’s work to deliver a reliable network and actions they currently do and could take to support customers in vulnerable circumstances, members views diverged from that initial broad agreement that this was the right thing to do. As they explored the proposed areas for investment in more detail, and understood further the impacts that each could have, members took more nuanced views of what the priorities should be. For example, as quoted on page 17, some members emphasised one of the most important reasons for delivering a reliable networking being that they thought it helped look after customers in vulnerable circumstances. 
A reliable service is crucial in this modern age, we all take Electricity for granted. It would be detrimental to the most vulnerable, if they, for example, couldn't use their oxygen, also chair lifts.
Taking this to its logical conclusion members therefore concluded that, if a reliable network is provided then it could have significant positive impact on customers in vulnerable circumstances, who would then be less likely to need further support from Electricity North West. This can be understood as favouring a proactive and preventative approach to Supporting customers in vulnerable circumstances by ensuring they are always able to heat their homes through a reliable network, rather than accepting that power cuts will happen and therefore planning further interventions to support these customers. 
Furthermore, increasing numbers of members began throughout the process to actively express the view that supporting customers in vulnerable circumstances was not the job of Electricity North West, and trying to do so was a distraction from the company’s core function. This should not be interpreted to mean that these members no longer cared about customers in vulnerable circumstances, but rather that they felt that Electricity North West was not best placed to support them - beyond providing direct assistance in the event of a power cut.
Vulnerable customers are not the concern of ENW. Other bodies should take better care of the general public.
There are mechanisms in place to protect the most vulnerable
Keeping employees and customers safe
Keeping employees and customers safe was ranked by members as the second most important area after Panel 1, but comparatively less important after Panel 6. After Panel 1, members who had ranked this priority as most important for investment explained their decision by emphasising the absolute need for safety for everyone no matter what:
Safety of customers and staff should be the foundation of any enterprise.
Everyone has the right to feel safe as they go about their daily life.
This should not be a question surely it is a legal requirement? Not keeping people safe would lead ENW open to being sued.
As Chart 5.3 shows, by Panel 6 however there was a notable drop in proportionally how important the Panel collectively viewed it to be as a priority for investment, although it did remain third. This change is demonstrated in more detail below, in chart 5.6, where the number of members who ranked this priority 1st after Panel 1 (31%) significantly decreased to only 11% after Panel 6. There was however a significant increase in the number of members who ranked it 3rd in Panel 1 (10%) and those who ranked it as the 3rd most important priority after Panel 6 (26%). This demonstrates how members priorities shifted over the course of the Panel as they gained more information and had time to deliberate on the questions. The general view clearly remained that safety is important, however it became less of a priority in the Panel’s view for Electricity North West to invest in.
[bookmark: Chart_5_6]A key reason for this is that members had learnt more about what Electricity North West does to ensure the safety of employees and customers and Electricity North West’s performance in this area during this process, whilst also learning about some of the other areas that could be invested in. Clearly investing in safety remains a high priority for the Panel, however having learned about what Electricity North West already does and more about other areas which would benefit from investment, such as Delivering a reliable network, members ranked it as a slightly lower priority for investment. This suggests that they are reasonably satisfied with what Electricity North West is already doing, but value safety highly and so want to see continued investment in it. During breakout discussions reflecting on the Draft Business Plan Package in Panel 6, multiple groups observed that they could see there was a suitable emphasis from Electricity North West on safety, and that they felt the industry as a whole performs well in keeping customers safe.5.6 Comparing data from Panels 1 and 6 on how Members ranked Keeping employees and customers safe in order of importance against the other priorities



Keeping bills as low as possible
Chart 5.3 also shows that the priority given to Keeping bills as low as possible also dropped significantly between the Panel 1 and Panel 6 meeting (although it retained its same overall ranking). There was also a small increase in priory given to Providing value for Money which moved it up to being the 6th most important priority after Panel 6 (from 8th).
Comments from the members demonstrate that this was largely due to the growing awareness they had about the need to invest in the business in order to deliver the type of services that customers expect. Thus, while Keeping bills as low as possible was less important to members, achieving value through meaningful investment became more of a priority.
To have an excellent network costs money so I realise we must pay for this hence the lowest weighting on keeping bills as low as possible.
[bookmark: Chart_5_7]It will cost what it costs and although money is important, you get what you pay for, and if we want a good reliable service we need to pay for it.5.7 Comparing data from Panels 1 and 6 on how Members ranked bills as low as possible in order of importance against the other priorities


This point is also underlined by the tendency of the Panel to generally favour Electricity North West making small increases on customer bills in order to fund investments from which customers were expected to benefit, directly or indirectly. In Panel 3 members stated their preference for Electricity North West to invest more to improve the reliability and resilience of the network, in Panel 4 when members were asked to choose between retaining investment in various areas or increasing it, thus increasing bills, the majority voted for the most ambitious and expensive targets at every opportunity[footnoteRef:4]. They also made it very clear that they wanted Electricity North West to take a proactive approach and start investing now in order to meet increased future demand on the network (Chart 8.7). It was only in Panel 5 where members were considering options for how Electricity North West could improve their customer service, were members not consistently in favour of the most ambitious and expensive options.  [4:  These areas were: Electricity North West increasing investment in their Smart Street initiative, improving the network capacity to meet increased demand, providing energy efficiency advice and support, and providing enhanced support for local and community energy groups. ] 

Therefore, whilst members clearly were discerning about which investments they thought were worthwhile, as a collective they were mostly comfortable with reasonably small increases on their bills to fund valuable investments. Having expressed these views when looking at three different areas of investment (Network, Environment and Customer) separately, members then used Panel 6 to weigh up how comfortable they were with the Draft Business Plan Package which Electricity North West had produced as informed by these prior panel sessions. This provided an opportunity for members to take stock of how supportive of various investments they were when considered as a totality and is explored fully in Chapter 6 of this report. 




[bookmark: _Investment_and_Affordability][bookmark: _Toc63149445]Investment and Affordability
[bookmark: _Network_cluster_of][bookmark: _Toc63149446]Chapter Overview
This chapter explores members’ attitudes towards investment and affordability. It shows how members would allocate resources across the three identified areas for investment: Network, Environment and Customer, or whether they would not invest to reduce customer bills. A nominal £10 figure is used to represent the available resources. When members first completed this exercise, after Panel 2 (Chart 6.1), on average they allocated £1.21 to reducing customer bills, however after Panel 6 they allocated only £0.20 to that, spreading the remainder reasonably evenly across the three areas for investment (Chart 6.2). This shows that, as members learned more throughout the 6 Panels about what the impact of investing in those areas would be, they tended to prefer more investment and less money being saved on customer bills. 
Members were presented a Draft Business Plan Package by Electricity North West, which had been informed by previous outputs from this Panel, to assess the fairness of. They were again asked to allocate £10 but this time across the seven propositions identified in the Draft Business Plan Package. The results reinforced the consistent view that network was the most important area to invest in, with the three propositions which were in the network cluster receiving over half of the £10 allocated (Chart 6.3). 
Members also considered the fairness of the proposed £9.80 bill increase which would fund the Draft Business Plan Package. The majority felt that it was both personally acceptable to them and fair, given the value of the proposed investments. They grappled with the challenge that, according to Electricity North West polling, 20% of customers would not find this bill increase acceptable. Some members questioned if the answers given in polls would be different if those polled had access to the same information as well as time to discuss and ask questions as members of this Panel have had. However, for others any bill increase for the least well-off customers could not be acceptable during the ongoing pandemic.
Members also considered the merit of a small increase in bills to make it more palatable to a greater percentage of customers, with the largest increase of £9.80 still coming out as the most popular and a minority preferring smaller bill increases to fund fewer investments. Finally, in trying to find the best balance between increasing bills to fund beneficial investments and not overburdening the least well-off customers, some members considered the possibility of means testing bills. 
The key theme from this chapter is that the majority of members were supportive of the proposed £9.80 bill increase to fund the investments in Draft Business Plan Package which they had explored in earlier Panels. These investments are explored in greater detail in the following chapters which look at the investments in the same three clusters which members explored them: network, environment and customer.



From the outset of the meetings members have been encouraged to think about opportunities for investment and improvement in the context of what that would mean for customer bills. 
[bookmark: _Toc63149447]Priorities for Investment
[bookmark: Chart6_1]At the end of the first block of meetings, which focussed on understanding a range of potential areas for improvement across the clusters in the context of Electricity North West’s current performance levels, the members were asked to indicate where they would prioritise spending to improve Electricity North West’s performance. The question put to members was framed in terms of a hypothetical amount of £10, and it was stressed that this was not intended to represent a £10 increase on bills. The way the members distributed this money can be seen in the graph below.6.1 Data from Panel 2 showing how Members would distribute resources for investment

· Everybody in the Panel allocated some of their £10 towards network improvements, with a third of members allocating £5 or more. 
· The proportion allocated by individuals towards environmental improvements ranged from £1.50 to £5.
· The proportion allocated by individuals to investing in customer improvements ranged from £1 to £4
· Just over half of the members decided not to invest the full £10 with the amount held back to contribute towards reducing customer bills ranging from £0.50 to £5.
At the end of the final Panel meeting, after members had spent several days considering where investment was most needed and what level of investment was desirable, the questions was repeated. Here the overall balance of priorities between the three clusters remained very similar, with Network investment retaining the biggest share of funds and investments in customer service the least. The significant difference however was that only the equivalent of £0.20 was held back to prioritise reducing customer bills. This confirms the earlier assertion (Chapter 5) that the vast majority of members had made a shift in the way they considered value for money. Members were happy to see further investment by Electricity North West, instead of savings on their bills, when they had been able to explore and weigh up the impact of these investments. On average, after Panel 6, members had reduced the amount they would hold back to reduce customer bills by roughly £1 and allocated between £0.30-£0.40 to Network, Environment and Customer improvements. 
This shift and the member comments further demonstrate that they were giving consideration, in allocating investment, to the interrelationship between the different aspects of the business and the role that investment could play in achieving sustainable services.
If we build a reliable, resilient and environmentally friendly network it naturally follows that environment and customers benefit from that quality network.
The environment and the customer will always be there. The network won't, without constant maintenance and upgrades. Also many of the items of expenditure on the network have side benefits to both customer and the environment. i.e. burying cables underground instead of overhead. Benefits the network (improves reliability), improves the environment visually and improves the service to the most vulnerable in that (geographic) area of society.
[bookmark: Chart6_2]If the network is updated with the latest technology and security, it will address issues around customer satisfaction. It will also prepare us for emerging technologies such as electric vehicles and clean energy. This in turn has beneficial effects for the environment. Demand for power is only going to increase for the foreseeable future, so the network must take priority in order to provide a reliable and environmentally friendly power distribution.6.2 Data from Panel 6 showing how Members would distribute resources for investment

[bookmark: _Toc63149448]Draft Business Plan Package
[image: ]By the sixth meeting of the Panel Electricity North West were able to present their Draft Business Plan Package to members. This was framed for members under the three business areas that they were familiar with and seven proposition streams (rather than the ten they had previously been considering).
After considering the range of specific initiatives that were included within the package under each proposition, members again had the opportunity to allocate a proportion of resources to each priority area. 
[bookmark: Chart6_3]6.3 Data from Panel 6 - Members allocating £10 of Electricity North West resources across the 7 propositions in the Draft Business Plan Package which they were presented with

Here investment in the three priorities within the network cluster were clearly prioritised for investment, together receiving over half the available funds. The remaining funds were split quite evenly between the environmental and customer clusters, although the previously demonstrated preference for investment in environmental improvements over customer service improvements was confirmed. Further detail of the reasons given for these preferences can be found in the later chapters in this report that focus on each service area.
[bookmark: _Toc63149449]Affordability of Electricity North West’s Draft Business Plan Package 
Members heard from Electricity North West about the impact the Draft Business Plan Package would have on bills and who that will affect the most. 
[bookmark: _Toc63149450]Personal acceptability to members
[bookmark: Chart6_4]The majority of members were supportive of the suggested bill increase of £9.80 as they believed the investments proposed in the package were necessary and provided good value for money. Many members stated that after all the conversations across the six sessions, they had a good understanding of the need for investment and noted that understanding the positive benefits of the bill increases made them happy to pay for it. Many members also noted that they saw it as a positive upfront investment in the future and felt an increase of less than £1 a month was a reasonable amount of money to cover this significant amount of work. 6.4 Panel 6 poll on personal acceptability of proposed bill increases

[bookmark: _Toc57045616][bookmark: _Toc63149451]Fairness of proposed bill increase
[bookmark: Chart6_5]Electricity North West informed members that wider customer research indicated that 80% of customers surveyed said they would find a £9.80 annual increase on their bill acceptable. However, they noted that they are aware that the 13.1% of customers in the region who are in fuel poverty may struggle to afford this. In light of this, members considered the fairness of Electricity North West going ahead with this bill increase to fund the Draft Business Plan Package. 6.5 Panel 6 poll on fairness of proposed bill increases

It was clear from the discussions that the trade-off between short term personal need and long term investment needs was the key consideration in evaluating the fairness of the suggested bill increase. For those who voted that they felt it was unfair, the main reason was the potential impact that would have on people already living in poverty. They further emphasised that this seemed unfair as it was an imposed cost that people had no choice over. For those members who were uncertain, the key point raised was that they felt any bill increase was a sensitive issue to discuss at the current time, noting that many people have been negatively socially and economically impacted by the COVID-19 pandemic. 
When discussing how fair this increase would be, most members reflected that it was a small enough increase as to not have any major impact on most customers lives. However, of the minority members who did not think it was fair or were unsure, some suggested, given it was a small amount of money per month that customer bills would increase by, that the 20% of customers who in wider polling had said they would not find the £9.80 increase acceptable might be in such difficult financial situations that any bill increase would exacerbate this and should not be imposed. Further members took the view that the number of people polled who found the proposed £9.80 bill increase unacceptable would decrease if those customers were given the same information which this Panel had received. They suggested if more customers had the chance to learn what this Panel had and discuss the merits of various investments in a similar way, then they may well be likely to find the proposed bill increase acceptable. 
[bookmark: Chart6_6]The Panel also considered the option that Electricity North West could increase bills by a smaller amount, making the increase acceptable to more people, but understanding that this would mean Electricity North West cutting back on the initiatives outlined in the Draft Business Plan Package. When polled on this option 59% of the members supported proceeding with the proposed bill increase of £9.80.6.6 Panel 6 preferred level of bill increase

 £9.80 would be affordable. If folk will struggle with paying this, then we need to look at supporting them in other ways, and extra support should be provided to them from elsewhere
 ENW should go for £10, as it’s a nice round number that can be easily communicated to the public, and they should put the 20p difference into a fuel poverty fund
ENW should go for £12, which makes a nice round £1 per month. It’s pennies we are talking about here
These findings show that whilst 75% of members felt the proposed £9.80 was fair, a smaller majority (59%) agreed with implementing that option despite 20% disagreement that it was acceptable. The fairness of a £9.80 bill increase clearly concerned some members as customers who financially struggling would have their lives made unfairly harder by a £9.80 increase, in this case the trade-off was to enable Electricity North West to fund some of the investments in improvement. Given the high levels of member approval of the £9.80 bill increase from a personal and fairness perspective, it is clear that overall the Panel were very supportive of the outcomes of the proposed investments that would be funded by the £9.80 bill increase. The main cause for concern for a minority of members was that the least well-off customers would be disproportionately negatively affected. 
When discussing how to mitigate the challenge of the majority of customers approving of the £9.80 bill increase, but a minority finding it unacceptably high, two different groups suggested customers’ bills be means tested. The motivation for this suggestion was to allow the investments proposed in the Draft Business Plan Package, which were seen to be valuable by most of the panel, to be funded by the majority of customers who could afford that bill increase. Then by means testing bills, those customers who could not afford the bill increase would not be asked to pay it and could continue to have access to electricity to meet their needs.

[bookmark: _Toc63149452]Network priorities
[bookmark: _Toc63149453]Chapter Overview
[bookmark: _Hlk62834731]Building on the analysis from previous chapters of members’ views on Electricity North West’s balance of priorities, how these should fit together in the Draft Business Plan Package and how these can be fairly paid for, this chapter looks in-depth at the network cluster of improvements. 
As shown in Chart 7.1, 97% of members felt it was either very important or important for Electricity North West to invest in improving their network, demonstrating that members saw significant value in doing so. Members discussed the merits of twelve different options for investing to improve network performance and voted on how supportive they were of each option. 
Only two options (‘Reduce the number of short (less than 3 minute power cuts’ and ‘Keep overall risk of the network where it is today with the same number of power cuts’) received less than 50% of support from members. Three options received over 90% support from members (‘Reducing the overall risk of the network in the long-term through replacing more old equipment before it fails’, ‘Replace the internal cables in high rise buildings to reduce fire risk’ and ‘Improve reliability for those customers receiving the worst service (multiple power cuts)’, with a further five options receiving over 80% support. This demonstrated a clear appetite from members for Electricity North West to invest in a wide range of improvements to their network. This chapter pulls out illustrative quotes from members which explained the key reasons why members valued these improvements so highly. 
Members were consistent throughout in favouring Electricity North West investing further in the network, with a strong majority expressing a preference for Electricity North West to invest more to build up the resilience of the network and reduce risk (Chart 7.3). Members also considered if different customer groups should benefit most from investments to improve the reliability of the network (Chart 7.4). When given the option to allocate a nominal £10 across six customer groups, members spread their resources fairly evenly, showing that they could see value in all groups benefitting from investment in the network. However, Chart 7.5 shows that when asked to identify which group they wanted to see benefit the least from investment, 56% of members voted for ‘Low Carbon Technology (LCT) users’. This viewpoint is illustrated by member quotes outlining that, while they recognised use of LCT’s would be important in the future, they felt that these users had less pressing needs than the other customer groups highlighted to them.
[bookmark: _Toc63149454]Network Investment
At Panel 1 and 2 members were presented with a range of potential initiatives and investment areas that Electricity North West were considering in the business planning process that could contribute to the 3 key network priorities.
1. Delivering a reliable network
2. Building a resilient network
3. Keeping employees and customers safe 
At these meetings members learnt about Electricity North West’s current network performance and spent time considering the type of impact these different initiatives could achieve, alongside the implications investing in these activities for bill payers.
During Panel 3 the members returned to focus in more detail on the network cluster, specifically exploring how Electricity North West should balance risk and investment in building a resilient and reliable network, and then considering if particular groups of customers should benefit most from these sorts of investments. 
[image: ]
[bookmark: _Hlk57986456]At Panel 6 members were presented with a Draft Business Plan Package which retained the three priorities they had been considering and included a range of propositions, many of which had been influenced by the Panel’s earlier discussions alongside Electricity North West’s wider engagement work.
This chapter will explore how important members thought it was for Electricity North West to invest in the network cluster, how their priorities changed and developed and their response to the propositions in the Draft Business Plan Package that were presented in Panel 6. 
[bookmark: _How_Network_ranked][bookmark: _Toc48304281][bookmark: _Toc63149455]Investment to improve network performance
When members were given information about Electricity North West’s network performance the majority responded very positively.
It is good to see that ENW are among the best performers nationally.
[bookmark: Chart7_1]I was delighted to see their performance was second best in the country7.1 From Panel 1


Despite high levels of agreement that Electricity North West appears to be performing well, more than half of the members indicated in an initial vote during Panel 1 that it was ‘very important’ for Electricity North West to invest in improving their network performance. A further 39% indicating they thought it was ‘important’, meaning a combined 97% of members viewed it as either important or very important. This leaves no doubt that members saw Electricity North West investing to improve their network performance as very important.
[bookmark: Chart_7_2]Following the opportunity to evaluate the different proposed initiatives, the members indicated individually their level of support for investment in each option. The results are shown below.7.2 Panel 2 poll on levels of support for proposed network initiatives

Initiative 2, ‘Reducing the overall risk of the network in the long-term through replacing more old equipment before it fails’, received the highest level of support (95% very supportive or supportive) and was identified by members as a clear investment in the reliability, resilience and safety of the network. It was also highlighted as a proactive investment that was of benefit to all customers. Despite being presented as one of the initiatives that would have the greatest impact on bills it was still widely supported, and members noted that they believed investment here would also support many of the ambitions presented in options 3–12. 
Initiative 9 ‘Replace the internal cables in high risk buildings to reduce fire risk’ and initiative seven ‘Improve reliability for those customers receiving the worst service (multiple power cuts) were the second and third most popular initiatives with both having 92% of members either very supportive or supportive of them. Overall, more than 60% of members were supportive of all initiatives except 6 ‘Reduce the number of short (less than 3 minute) power cuts and 10 ‘Keep overall risk of the network where it is today with the same number of power cuts’. This demonstrates a clear appetite from members to see Electricity North West invest in a range of improvements to the network. 
As discussed in the previous chapter, when members were given the opportunity at the end of the Panel meetings to indicate how they would prioritise the use of resources across the business area clusters (Chart 6.2), Network was the cluster which the Panel allocated the most resource to. Chart 6.3 further demonstrates that, when weighting up the specific propositions included in the Draft Business Plan Package this increased from 42% to 55% of the available resources. The rest of this chapter will focus on exploring the key reasons why.
[bookmark: _The_3_Network][bookmark: _Delivering_a_reliable][bookmark: _Toc63149456]Delivering a reliable network
In Chapter 5 it was highlighted that delivering a reliable network was ranked as the top priority for investment by the members at the conclusion of their meetings (Chart 5.2). Further, when considering the balance of resources needed across the seven propositions included in the Draft Business Plan Package members collectively gave the largest allocation (24%) to delivering on the initiatives proposed here (Chart 6.3).
[image: ]
As outlined in Chapter 5, the reasons for members ranking Delivering a reliable network as most important of all were mostly themed around the essential nature of the service provided: 
[bookmark: _Hlk57900694]A reliable network has to be what everything else is built on.
Having a reliable network with equality of service to all across the region is fundamental for many reasons such as for home working, running a business, ensuring safety and for anyone who needs equipment for health issues. 
The main reason customers pay ENW is to provide electricity everything else is secondary at best
Members also highlighted the negative expected knock-on impacts that not delivering this would have:
Without a reliable network we don’t have a [electricity] service, which would impact on all the other 6
Building a reliable network for excellent transmission, will address the other clusters issues indirectly.
A reliable supply is paramount and also impacts on vulnerable customers and will be more critical in the future as we decarbonise and switch to electric cars and other sources of supply.
[bookmark: _Toc63149457]Building a resilient network
When allocating resources across the seven propositions in the Draft Business Plan Package, in their final meeting the Panel allocated 20% to Building a resilient network, which was the second highest allocation (Chart 6.3). 
[image: ]
Many members saw this proposition as closely linked to reliability as both are fundamentally ensuring that customers have access to electricity whenever they need it.
A reliable network is essential. Power cuts are damaging particularly to the vulnerable and those that have medical needs. It can cause financial problems for businesses if the power cut lasts for a long time.
I consider options 1 [Delivering a reliable network] & 2 [Building a resilient network] to be mutually inclusive. I don't see how you can do one without contributing to the other. All other items are "incidental". I'm NOT saying that they should be ignored but, without options 1 & 2 there would soon be no network with which to "keep our communities safe", "meet your customer needs". 
The main driver prioritising resilience appears to that members mostly saw it as the foundation upon which all other Electricity North West activities should be built. While the Panel did not identify Electricity North West’s current performance in these areas as particularly problematic, they still indicated that they preferred the most amount of investment to be in these areas due to their perceived importance. 
Some members also highlighted other benefits of investing in Building a resilient network focussed on the positive long-term impact it would have on bills and the environment. 
Building and investing in a resilient network I believe saves money in the long run.
Resilient network equals happy customers. Reduces carbon impact as less visits to maintain the network.
[bookmark: _Toc63149458]Keeping our communities safe
Safety was one of the top priorities for members at the start of this process, but by the end had become a less pressing concern for most (Chart 5.3). This was after they had learned about what Electricity North West already does and what the benefits of investing in other areas could be. That said, although the emphasis dropped during the life of the Panel, members still allocated 11% of resources to delivering on the initiatives presented under this proposition in the Draft Business Plan Package.
[bookmark: _Toc63149459]Balancing investment and risk
In Panel 3 members spent some time hearing from Electricity North West on how the company currently approaches investment to mitigate risk to the network. This presentation also raised questions of prevention versus restoration as approaches to risk, highlighted what Electricity North West could do differently, and set out what the consequences of failure would be.  
[bookmark: Chart_6_3][bookmark: Chart_7_3]When asked about what approach they would like to see Electricity North West in balancing risk versus investment in the network, members were overwhelmingly positive about Electricity North West proactively investing to provide a reliable, resilient and safe network. As shown below, 49% said they favoured preventative maintenance of the network, 18% thought Electricity North West should invest a bit more to protect the reliability of the network and 31% thought Electricity North West should be investing as much as they can in improving the network. 7.3 Panel 3 Balancing risk and investment

Consistently, the two options which received no votes were ‘Electricity North West should repair faults as needed, limiting the additional spend to as little as possible (patch-up and make do)’ and ‘Electricity North West should retain a safe network by spending  as little as possible right now and just dealing with faults as they arise (reactive)’. 
These results strongly indicate therefore, that members favour Electricity North West investing in the reliability of the network, and valued that over saving money in the short term. Members clearly saw value in investing in the network and the majority were comfortable with these investments leading to an increase on their bill. This continues the notable trend of members preferring investment to improve over saving money on cheaper bills.
[bookmark: _Toc63149460]Who should benefit most?
Having strongly indicated that they highly valued a resilient, reliable and safe network, and that they were keen to see Electricity North West continue to invest further in this area, members examined the question of if any particular customer groups should benefit most. This involved considering the different ways in which customer groups rely on electricity and how often they are affected by outages factoring in their geographical location in order to assess who they thought should benefit most. 
[bookmark: Chart_6_4][bookmark: Chart_7_4]To quantify this, members were asked to allocate £10 of resources between 6 identified customer groups to indicate which groups they thought should benefit most from investment in the network. Chart 6.3 showed that members could see value in investing to improve the network for all the groups. However, some groups were slightly higher priorities. 7.4 Panel 3, who should benefit from investment

In each case the reasons given for wanting to see particular groups benefit from investment in the network was to provide support to those who needed it most. Below is a flavour of the reasons given for members wanting to see investment in the network to benefit some of the slightly higher priority groups.[footnoteRef:5]  [5:  A fuller discussion of the reasons given by members can be found in the output report from Panel 3.
] 

· Fuel poor customers 
Struggling customers should always come first
All the groups are worthy of investment but I think that by targeting fuel poor customers a large number of people who are already struggling and least able to cope with any more problems will benefit.
· Worst-Served customers
All customers pay the same amount. It is only fair and right that customers receive the same level of service as each other.
It's only fair that every receives a good standard of service, especially since we all contribute the same.  
· Customers in vulnerable circumstances
There is a duty of care to ensure those who have the greatest need are taken care of as a priority
They are most likely to suffer serious harm in the event of a sustained power cut.
Overall therefore, it can be concluded that between them members saw reasons for all of the groups identified to benefit from investment in the network, but when pushed, prioritised those whose lives they felt would be most adversely affected by a network that was not resilient, reliable and safe.
[bookmark: Chart_7_6][bookmark: Chart_7_5]It is also interesting to note that the lowest level of support was given to Low Carbon Technology (LCT) users. This is echoed in another poll taken at the end of Panel 3 where members were asked which group should receive the least focus when making decisions about investment in the reliability of the network. 56% of members indicated that this group were their lowest priority to benefit from investment. 7.5 Panel 3 lowest priorities to benefit from investment in the network

The reasons given by members in the discussions tended to focus on the expectation that whilst LCT users were likely to be important in the future, they were seen to be more affluent and have less pressing needs than other customer groups.
 They are likely to be able to afford alternative solutions in the event of loss of power, especially more so than other customers.
It's a case of prioritising and whilst I fully support the move to LCT it is a conscious choice people have made and in doing so they accept the risks.
Although investment will need to be made for these customers in the future in my opinion they are best placed to cope out of all of the choices and can find alternative transport in the event of a power cut if they needed to get somewhere.
Having an electric vehicle is a positive standard, being affected by power outages or receiving poor quality service is a negative standard. Improve the negative not the positive as far as priority goes
While some members did acknowledge the importance of LCT’s in planning for the future, and expected them to become the norm, this was not reflected in the conclusions at this stage, despite the emphasis given to preparing for energy transitions and future electricity demand given in the final determination of priorities. The fact that this meeting took place before the consideration of these ‘futures’ explains this, but the results also emphasise some of the prejudices and assumptions that customers will make when potentially being asked to pay more on their bills to support future demand.




[bookmark: _Toc63149461]Environmental Priorities
[bookmark: _Toc63149462]Chapter overview
Following on from previous chapters members’ views on Electricity North West’s balance of priorities, how these should fit together in the Draft Business Plan Package, and how these can be fairly paid for, this chapter looks in-depth at the environment cluster of improvements. 
Chart 8.1 shows that the overwhelming majority of members thought it was important for Electricity North West to invest in their performance in the environment cluster. The Panel also expressed a clear message that it was important to them as individuals that the North West reaches net zero (Chart 8.3). Members explored a variety of potential improvements which Electricity North West could invest in, the most popular options focussed around helping the North West achieving net zero (Chart 8.2). 
Overall, actions which Electricity North West could take to lead the North West to net zero were very popular with members. This chapter places these findings in the broader context of where members most wanted to see investment and thought it was fair to increase bills for, as explored in Chapter 6. As seen in Chart 6.3, leading the North West to net zero was allocated the third most resources in the distribution exercise, notably less than the top two which focussed on delivering a reliable network and building a resilient network. The key reason identified for this was that Electricity North West should first and foremost perform its’ core function. 
Additional to that some members were favourable towards Electricity North West doing what it can to lead the North West to net zero, but felt that there were other organisations that could, and should, have a larger impact. There was an acknowledgement by some members that leading the North West to net zero still left a lot of work to be done elsewhere by other organisations, which they were concerned about. Also, a small minority of members were concerned that money might not be best spent investing in these areas immediately, as they expected decarbonising technology to advance quickly and become cheaper. 
Members also considered three options for non-decarbonisation actions that the company could take. They were mostly supportive of all of these actions and approved of Electricity North West taking responsibility for the impact it has on the environment. When discussing whether the company should start investing now to achieve these environmental improvements (leading the North West to net zero and non-decarbonisation actions), members also favoured a proactive approach to spread investment out across the next 45 years. They thought it was fair that all customers should pay for this, even if they were unlikely to live to see the benefits, as they felt this was a collective social responsibility to share the burden of paying for positive outcomes for everyone, similar to paying taxes. 
Finally, members explored which customer groups might be at risk of being left behind by the energy transition occurring as part of the move to net zero. The three customer groups seen to be in need of the most support in this area were customers in vulnerable circumstances, fuel poor customers and worst served customers (Chart 8.9) as the harm done to them by being left behind was seen to be potentially most severe.   


[bookmark: _Toc63149463]Environmental improvements
At Panel 1 and 2 members were presented with a range of potential initiatives and investment areas that Electricity North West were considering in the business planning process that could contribute to the 2 key environment priorities.
4. Helping the North West become carbon neutral
5. [image: ]Electricity North West’s direct environmental impact
At these meetings members learnt about Electricity North West’s current environmental performance and spent time considering the type of impact these different initiatives could achieve, alongside the implications investing in these activities for bill payers.
When taking a more focussed look at this topic during Panel 4, members discussed their own attitudes towards the North West reaching Net Zero by 2050, different options for to do so, non-decarbonising environmental actions Electricity North West could take and discussed who should pay for these. They also discussed the future use of electricity and how to effectively balance increased demand on the network without leaving any customers behind. 
This chapter will analyse the outputs from these discussions and the importance members placed on these areas when voting after Panel’s consideration of the Draft Business Plan Package in Panel 6.
[bookmark: _Toc63149464]Investing in environmental priorities
As discussed in Chapter 6, when members were given the opportunity at the end of the Panel meetings to indicate how they would prioritise the use of resources across the three clusters (Chart 6.2), Environment was the cluster which the Panel allocated the 2nd most resource to. Chart 6.3 further demonstrates that, when weighting up the specific propositions included in the Draft Business Plan Package 25% of the available resources were allocated to these initiatives – with 13% being prioritised for Leading the North West to Net Zero (the 3rd highest overall amount) and 12% to reducing Electricity North West’s direct environmental impact. The remainder of this chapter will explore how members arrived at these conclusions.
[bookmark: _Toc63149465]Initial Member priorities
Prioritising investment in Environmental performance was identified from Panel 1 as a priority for members. In the first Panel meeting 91% of members agreed that environmental performance was either an ‘important’ or ‘very important’ area for Electricity North West to invest in (Chart 8.1). Notably, this is a lower percentage than the Network cluster, but a higher percentage than the Customer cluster. 
[bookmark: Chart8_2][bookmark: Chart8_1]When asked to consider the relative priority for investment of the different initiatives proposed by Electricity North West, members ranked options 22, 25 and 32 as the highest priorities for investment. Notably all three of these options placed emphasis on proactively investing in Electricity North West’s capability to Helping the North West to become Carbon Neutral, for instance by focusing on enabling new environmental technologies to connect to the network, preventing electricity loss during transmission and supporting community generation schemes. 8.2 Panel 2 Environmental investment priorities
8.1 - Panel 1 importance of investing in environment cluster

 The three lowest scoring options were 31, 28 and 23. In comparison to the top three prioritised options, these focused on internal changes Electricity North West could make to improve their environmental performance, for example by improving biodiversity at substations, refurbishing Electricity North West buildings and only buying electric vehicles. 
[bookmark: _Toc63149466]Leading the North West to Net Zero
[image: ]In Panel 6 members allocated the largest proportion of the resources they gave to the Environment cluster to this proposition, allocating 14% (Chart 6.3). Despite being a lower allocation than most of the Network priorities this shows the significant focus given to the need for Environmental investment by the members.

The members’ reasons given for prioritising this set of propositions focussed on the scale of impact, both in terms of what Electricity North West could do to help reach this target, and the scale of impact it would have on other priority areas. Some members emphasised the urgent need for action in reaching Net Zero:
ENW has unrealised potential for helping the North West to net zero. If it can make it vastly easier for community energy projects, then they can produce more of their own electricity and reduce pressure on the mains electricity overall. 
we NEED to focus on the environment or we're going to have bigger problems and it will cost us more in the long run, impacting other areas greatly
Whilst other members explained why they had allocated the most of their £10 to helping the North West reach net Zero by emphasising the way in which achieving this could have further positive impacts in other areas if Electricity North West was a leader in this area.
Helping the North West become carbon neutral is most important to me since it has been overlooked for years and I feel like it now deserves priority given the urgency of the climate crisis… Delivering on carbon neutrality will make bills cheaper and the network more reliable, thus killing two birds with one stone, so prioritising the environment also represents good value for money.
I believe it’s worth investing more money now to save money long term. I also think we should be leading the way, hopefully encouraging other large organisations to follow suit in reaching or exceeding local and national targets. 
I think by attending to the environmental issues this will help you to have a more reliable network and in turn this will improve customer satisfaction.

[bookmark: Chart8_3]In Panel 6, when dividing up resources amongst the seven propositions presented as part of the Draft Business Plan Package, Helping the North West become carbon neutral was the top environmental priority. Even for the members who did not allocate the largest segment of their £10 to this proposition, it was clearly still a target which they thought it was important to achieve, as shown below, with a combined 90% ranking themselves as a 7-10 on that scale. 
When combining the data from Chart 8.3, which shows members expressing that it was important for them that the North West reaches net zero, and the data from Chart 6.3 it shows members wanting to see Electricity North West invest less in this area than ensuring a resilient and reliable network. The primary reason for this was set out in Chapter 5, with members making clear that they thought a reliable and resilient network was the foundation upon which all other actions by Electricity North West could be built. Additional to that, these results of valuing the North West reaching net zero, but allocating it the third most amount of money behind delivering a reliable network and building a resilient network, can be interpreted to be primarily motivated by two key factors. 8.3 Data from Panel 4 on the North West reaching net zero by 2050

Firstly, some members consistently made it clear in their group discussions and explanations given for how they voted that, whilst they valued Electricity North West playing their role in the North West reaching net zero, they thought there were other organisations, such as governments (domestic and foreign) and fossil fuel industries who would have much larger roles to play in this than Electricity North West would. This was focussed around the level of impact that Electricity North West could have. 
From the UK perspective we need to do SOMETHING to reduce carbon emissions for the welfare of the UK population. If you look at the UK from a Global perspective we are ranked 16 (out of all the countries in the world) for carbon emissions. This equates to producing just 1.02% of world global emissions, with China, the USA and India way out in front with 29.34%, 13.77% and 6.62% respectively (2017 figures). Unless and until these countries make significant changes to their life styles NOTHING we can do will slow down or stop global warming. 
The second factor is some members being wary of investing heavily early on in the path to net zero as they anticipated that technology would be developed which would make the transition much easier, and potentially cheaper. 
In realising this target you need to keep a sense of proportion. Better ways of achieving the target will come to light as time progresses so it usually doesn't pay to invest heavily too early.
Both of these factors help explain why the principal of the North West reaching net zero was very popular with members, but this did not translate into them prioritising that over delivering a reliable and resilient network.
[bookmark: _Toc63149467]Pace of change towards Net Zero
[bookmark: Chart8_4]During Panel 4, members considered four different options for how quickly Electricity North West should make the changes to the network that are needed to reach Net Zero. They discussed the pros and cons of the options and made clear that they’d like to see Electricity North West moving quickly towards net zero and leading the way in the North West. 8.4 Data from Panel 4 on individual preferences for Net Zero timeline options

The majority of members expressed a preference for the most ambitious timeline for Electricity North West reaching Net Zero, focusing on the 2038 deadline. Members explained their reasoning for this as driven by significant worries they had about the environment. 
I think it is important that action is taken now to reduce carbon emissions, painful and costly as it may be, it is our duty to act as quickly as possible, putting it off may leave it too late to deal with the environmental issues we are creating daily.
Improves humanities carbon reduction sooner which is an absolute necessity
We're going to have to make huge moves towards this sooner rather than later and I think it will cost more to react than proactively invest. We don't have time to be discussing 'the cost'. The cost is life as we know it is about to change forever and has already started to. We need to act as quickly as possible, not just as much as we're comfortable with. We need to act now and to act quickly for our own sakes and our children's sakes. 
Other members also saw the trajectory of aiming to reach Net by 2038 across the region as allowing a degree of flexibility to deal with unforeseen circumstances. 
Targets are rarely met, 2038 gives wiggle room to reach 2050 if necessary.
The fact it has to happen that sharply makes me feel this is something that needs to be acted on quickly. In that sense, I don't think slowing down improvements to meet 2050 is smart. There will be setbacks and unexpected events that put a spanner in the works, delaying the time more. Then, it may be well after 2050 that it's completed. No less the fact some may not live to see this change. I think the 2038 trajectory is the best option.
This would be the ideal, however the damage to the planet needs reversing, the 2038 target should be aimed for to get it done as soon as is possible, however the 2050 target gives room to improve on that which has been done but could be further improved upon
This further demonstrates the collective view of the panel that Electricity North West should be ambitious in playing its’ part in the North West reaching net zero. 58% voted for the most ambitious target that Electricity North West could set itself and only 15% voted for the least ambitious option. 
[bookmark: _Toc63149468]Decarbonising options
Whether motivated by a belief in the need for as urgent as possible action, or by the value of aiming to get ahead of the 2050 national target in order to allow for some ‘wiggle room’, the majority of members favoured Electricity North West’s driving to reach the Net Zero targets in parts of the region by 2038. 
To explore possibilities for how this should be done, Electricity North West presented members with four key decarbonising options which they could focus on to achieve this goal.
1. Smart Street initiative
2. Investing in the network
3. Energy efficiency advice and support
4. Enhanced support for local and community groups
When looking at these decarbonising options, many members were enthusiastic about Electricity North West investing more, and investing quickly, in these areas. 
We can’t spend time choosing, we need to go ahead with all 4 options. Rapid change programme. As a customer, I am prepared to pay more. We have to all do our bits. Can’t wait. ENW needs to step forward as an organisation
[bookmark: _Toc63149469][bookmark: _Hlk58323187]Allocation of resources across decarbonising options
[bookmark: Chart8_5]When invited to make a judgement about the percentage of resources that should be allocated to a range of decarbonisation activities – using the idea of distributing £10 of the money Electricity North West has allocated to help reach net zero – members opted for a fairly even distribution.8.5 Data from Panel 4 on decarbonisation options resource allocation

There was, however, a small preference expressed towards ‘Invest in the network to enable the uptake of technologies such as electric vehicles and solar panels’ which was motivated by some members feeling there to be a need for Electricity North West to keep up with rapidly developing technology.
Investment in the existing network is vital to ensure it keeps pace with requirements and facilitates the use of new technologies to reduce carbon emissions, as well as maximising energy efficiency.
Clearly, our world is changing at a rapid speed. We need to make sure the network can cope with all the changes that are going to take place over the next few decades.  We are undoubtedly going to have problems when we all start using more electricity so, investing in the network we hopefully will encounter less major problems.
Members also emphasised the importance of empowering local communities. 
I'm very much in support of empowering local communities to take responsibility and create their own renewable energy for their areas. I feel that communities should be able to lead and make more decisions in how their area is supplied and be able to contribute towards that. We should do all we can to empower grassroots groups and organisations that want to help make these changes.
Whilst members took varying views on how concerning potential bill increases to pay for these investments would be, there remained a strong support for Electricity North West proactively taking action to help the North West achieve net zero.[footnoteRef:6]   [6:  Full detail on Members’ views on these versions of the decarbonising options can be found in the output report from Panel 4,] 

Push as far as you can. £12M costs in total: equivalent to a £1 increased bill a month is not excessive.
We can’t spend time choosing, we need to go ahead with all 4 options. As a customer, I am prepared to pay more. We have to all do our bit.
As referenced above, there was clear enthusiasm for Electricity North West to take a proactive role in helping the North West achieve net zero. This should be understood in the context of how members allocate £10 across the seven proposition areas in Chart 6.3 where this proposition was allocated the third most funding by members, behind delivering a reliable network and building a resilient network. These were something which Electricity North West were seen to have significant control over, whereas some members were less confident about Electricity North West’s ability to have the same level of positive impact in the North West reaching net zero. 
[bookmark: _Toc63149470]Addressing Electricity North West’s direct environmental impact
In Panel 6 a small number of members allocated the largest amount of the resources at their disposal to Electricity North West managing their direct environmental impact. The reasons given for this touched on themes of individual values, corporate responsibility and the need for urgent action.
The environment is the most important criteria in my opinion there is already a resilient network, consumer protections in place, and a mechanism to aim to protect the most vulnerable - but the environment needs urgent attention
I think it's time corporations took direct responsibility for their impact on the environment. It is often placed on the customer - reusable straws, bags for life, etc - when the majority of these environmental impacts come from large companies. 
[image: ]While there was general support for the company reducing the carbon impacts of its operations - by updating its fleet, reducing waste and excess energy use at its office and other facilities, and by improving the biodiversity on sites that it manages – there was also considerable support displayed by the Panel for a range of other environmental measures proposed by the company that were not focussed on decarbonisation.
[bookmark: _Toc63149471]Non-decarbonising environmental actions
In Panel 4, members heard from Electricity North West about a range of non-decarbonising environmental actions that they could take to help reduce the impact of the company’s own operations. The three key options presented were:
1. Putting cables underground in areas of outstanding natural beauty
2. Reducing the environmental impact of oil leaks from cables
3. Reducing the environmental impact of when Electricity North West cuts down trees 
Members heard from Electricity North West about the impact that Electricity North West taking these actions could have, discussed them in small groups and were polled on how important they thought each action was. As shown in Chart 8.6. Reducing the environmental impact of when Electricity North West cuts down trees was seen as most important.
[bookmark: Chart8_6]8.6 Data from Panel 4 on non-decarbonisation options

· For those advocating for the need to place wires underground in areas of outstanding natural beauty this was an important measure in and of itself, although other members noted that this measure could also contribute to the resilience of the network in regional areas. 
This is extremely important to me. There’s the plus for efficiency and ease of maintenance but I think it would do a lot for the long run, especially considering that ENW are looking at usage maybe being tripled as well as improving services for rural living people. To continue adding pylons and overhead lines would ruin the beauty that’s left. 
· Regarding oil leakages, those who considered this a very important action largely cited environmental protection and the dangerous and harmful impact of oil leakage on the environment as their primary reasons. 
Oil leakages, no matter how small, can have a devasting effect, from killing plants to polluting rivers and streams, therefore harming wildlife, from fish to animals to birds who rely on plants and insects as a food source
· Regarding the need for trees to be chopped down or pruned to enable maintenance work, members favoured a balance to be found between the need to cut trees to protect the network and the importance of replacing trees given their value for wildlife, the ecosystem and as agents of carbon capture.
Trees play an important role in the wildlife in this country, so whilst it is essential for the network not to be damaged from trees, there needs to be a balance that respects wildlife
There was clearly strong support for Electricity North West to take the three non-decarbonisation environmental actions. The issues raised by Electricity North West were seen by the panel to be important and having a harmful impact on the environment, so worthy of addressing. This fits within the broader them of members thinking it is important for Electricity North West to avoid having a negative impact on the environment, through helping the North West reach net zero and by addressing issues such as oil leakage. These actions were something Electricity North West can control and are therefore something that members would like to see the company take active responsibility for.
[bookmark: _Toc63149472][bookmark: _Hlk58323219]Paying for improvements
[bookmark: Chart8_7]Having learned about the expected increase in demand on the network that are likely to come due to the need for decarbonisation, the members considered who should be paying for the investment needed to ‘future proof’ the system in order to manage the expected increase in demand.8.7 Panel 4 Pace of investment

[bookmark: _Hlk58324788]The results above demonstrate a clear desire from the Panel for Electricity North West to start investing now in order to prepare for a decarbonised future to help the North West reach Net Zero. Much of the reasoning for doing so centred around the duty members felt to help future generations by taking on extra cost now themselves.
Because I'm thinking about future generations and I would like to leave this world feeling that it is a more environmentally friendly place. I could hear more birdsong during Lockdown and I would like to hear as I leave the world
Why not. The benefits may not be immediately available to me, or even my children, but generations further on will benefit from MY investment NOW.
[bookmark: Chart8_8]When specifically asked about the fairness of all customers paying the same amount for improvements to help reach net zero, members considered if it was fair for older customers to be paying for improvements that they may not live to see the benefits of. The majority of the Panel (73%) felt that it was fair for everyone to pay the same for improvements to help reach Net Zero, with only 6% thinking that everyone should not pay the same.8.8 Panel 4 Balance of payments

The reasons members gave for thinking everyone should share the costs hit on a number of themes. These themes included viewing increased bills as taking on a collective social responsibility for a positive outcome, fairness, equity and also practicalities of charging people differently based on the amount they would benefit. 
We do this for our water and Council tax I am retired so will not see the long term benefits but younger members in my family will.
It’s our duty as a collective, we have generally all contributed to the situation we are in and can only do it if everyone pays.
We all benefit from changes in the system and those who are older who won’t benefit from the next 30years have already benefited from improvements over the past 30years paid for by their elders.
Whilst there was very strong support for everyone splitting the cost of these investments equally, there was a minority of members who thought that equally splitting the cost amongst everyone was not fair. The reasons for this view highlighted concerns about the potential impact of bill increases on people with lower incomes, beliefs that wealthier customers should pay more than those who are less well-off and fairness across the size of households. 
I think that we will all benefit greatly from these initiatives and so should all pay towards it, I'm just concerned about those from lower incomes being negatively affected by this. Those that are more affluent should pay more or those on much lower incomes should pay less towards this. 
Richer people should pay more because if it was balanced by percentage it should be about what people earn as to what the costs is and spread it out that way
A single person shouldn't have to pay the same as a larger household.
This raises challenges of achieving fairness across the spectrum of customers now as well as fairness for customers in the future. However, the majority view was that it was fairest for everyone to pay the same, even if they would be unlikely to see the longer-term benefits. 
[bookmark: _Toc63149473][bookmark: _Hlk58323226]Making sure no-one is left behind by the energy transition
After hearing from Electricity North West about the need for usage of the network to be managed more effectively, members discussed their willingness to adapt their behaviour, how others might be encouraged or incentivised to do so and how to ensure no customers are left behind by this energy transition. 
Broadly the Panel took the view that customers more broadly should, and would, adapt their usage of the network if they understood the benefits and consequences of not doing so. 
We are all changing our behaviour in terms of being more energy efficient. When buying appliances and bulbs etc. because it saves money and is good for environment.
If people could see the benefits of changes, then they might be more willing to do this.
Although there were some questions regarding how easily implemented this sort of change could be, particularly fitting customers diverse needs. 
Different households will have very different needs / use of electricity. Some folk won’t be able to flex their use, because of things like work/family patterns.
It’s a privilege to be able to change your whole schedule… and my kids have demands. We are creatures of habit.
It would be nice to have a personal home pattern that I could manage my electricity around; my usage varies quite a lot.
Some members were also uncomfortable with the possibility of having their appliances automated. 
I’d be worried about use of technology to determine when you can have your washer on etc. I want the option to take responsibility myself.
Discomfort around someone else controlling my appliances - being told you have to do your washing at X time is not practical 
Having been broadly open to the idea of adapting their usage of the network, but holding some concerns about how this could be implemented, members then discussed what they thought might make this behaviour change more attractive to more customers. The key themes highlighted were the need for effective education and financial incentives such as varied rates for electricity usage. Members also expected other customers to be unlikely to immediately engage with letters from Electricity North West given low awareness of their role and therefore keeping things as simple as possible would be most effective. 
I would be willing [to adapt my consumption], wouldn’t want to be paid for it but would like some benefit. e.g. lower rate for using electricity in the evenings, higher at peak.
I’d like to do this, but I’m not well off and I don't have equipment that can work overnight.
Need to simplify things to get people to change habits. Need one supplier [as] a lot of people are confused; a lot of companies are making money out of it. 
It’s just electricity. A lot of stress from complexity. The simpler the better.
[bookmark: Chart8_9][bookmark: _Hlk58323393][bookmark: bookmark=id.2et92p0][bookmark: _heading=h.3dy6vkm]Members also discussed if any particular customer group should receive particular support from Electricity North West to ensure they were not left behind by this energy transition. As seen in Chart 8.9 there were three customer groups which were identified as the most important to be supported by Electricity North West to make sure they are not left behind by the energy transition: Vulnerable, Fuel Poor and Worst Served customers. This demonstrates the consistent view from the Panel that the groups who they saw as having the most pressing need of support in living decent lives were most important to be providing support to. Overall plenty of other customer groups were seen to be deserving of support as well, but were clearly ranked as lower priorities than the top three groups. 
8.9 Panel 5 making sure no-one is left behind. borda count, 1st place vote = 8 points, 7th place vote = 1 point, 8th place vote = 0 points

[bookmark: _Toc63149474]Customer Service
[bookmark: _Toc63149475]Chapter overview
This chapter explores members’ views on Electricity North West’s customer cluster of potential improvements, which were explored during Panel 5. Members outlined their overall level of satisfaction with Electricity North West’s level of customer service based on what they had learned. As seen in Chart 9.2, members were broadly satisfied with the level of customer service, with there being a slight leaning towards a small increase in investment. This was also reflected in Chart 9.3 where a combined 95% of members said they agreed or strongly agreed that the five steps in the core customer journey offered the right level of communication during a power cut. When asked which of the five steps members thought were most important, there was a spread of opinion. The option most commonly voted for as the most important in the customer fault experience was ETR from site, with 34% of the vote.
Members also discussed the customer service which Electricity North West provides during a power cut. Just fewer than half of members said they wanted to see an increase in investment from Electricity North West in this area (Chart 9.5). This broadly mirrors the outputs in Chart 6.2 and Chart 6.3 which suggested that the customer cluster was a lesser priority for the Panel overall compared to the network and environment clusters. When exploring how customer service during a power cut could be improved, the most common themes raised by members were surprise that Electricity North West is reliant on customers to inform them of a power cut and also that the customer fault experience would only begin if a customer got in touch, which would mean those who didn’t know to contact Electricity North West would be left in the dark during this process. 
Members also explored a variety of possible options for improving Electricity North West’s Priority Service Register (PSR). When considering options for recruitment targets for the PSR and improving the data on the PSR members were most positive about more ambitious and comparatively most expensive options (Chart 9.6a and Chart 9.6b). Much of the reasoning members gave for this centred around the feeling that the service which Electricity North West is a good one, but too few customers were currently making use of it due to a lack of awareness of it. When discussing specific support which could be given to PSR customers during a power cut, opinion was split across the panel, but the most popular two options were increased telephony support as it would reassure people and providing additional amenities to meet people’s basic needs (Chart 9.6c). 
When members discussed options for supporting customers who are in fuel poverty, 53% of members voted for the most ambitious and expensive option which would see the company take a proactive approach to supporting these customers (Chart 9.7). This was particularly motivated by two key factors, firstly members expected that more customers would be in fuel poverty due to the impact of Covid-19 and secondly many members felt that, overall, the Panel was recommending increases in bills, so customers in fuel poverty might need extra support. Finally, members explored how Electricity North West could protect vulnerable customers and ensure no-one is left behind by the energy transition. There was no strong consensus on which of the suggested options was most preferable, with three options receiving around 50% support (Chart 9.8). Only 8% of members voted for ‘none of the above’ which indicates that in the panel there was an appetite for some action to be taken in this area, but there was not agreement on the best type of action to take. 

[bookmark: _Toc63149476]Customer Service Priorities
At Panel 1 and 2 members were presented with a range of potential initiatives and investment areas that Electricity North West were considering in the business planning process that could contribute to the 5 key customer service priorities.
1. Providing value for money
2. Keeping bills as low as possible
3. Meeting our customers’ needs
4. Supporting customers in vulnerable circumstances
5. Raising awareness
[image: ]At these meetings members learnt about Electricity North West’s current performance in terms of customer service and spent time considering the type of impact these different initiatives could achieve, alongside the implications investing in these activities for bill payers.
9.1 Options for improvement on Customer
At Panel 6, having been informed by the Panel and wider engagement, Electricity North West had refined these to being two of the seven propositions focussed on customer service.
1. Meeting our customers’ needs
2. Supporting customers in vulnerable circumstances
This chapter will explore how important members thought it was for Electricity North West to invest in the customer cluster, how their priorities changed and developed and their response to the propositions in the Draft Business Plan Package that were presented in Panel 6.
[bookmark: _Toc63149477][bookmark: _Hlk58326375]Should Electricity North West invest more in customer service
Members discussed in small groups their views on how Electricity North West currently performs in terms of general customer service. After discussions in small groups, the Panel was fairly split, with some suggesting Electricity North West should be looking to catch up with or get ahead of other companies in the industry, whilst other members tended to broadly satisfied with how Electricity North West currently performs. 
During an exercise in Panel 5, members positioned themselves on a spectrum from 0-10 to reflect whether they thought Electricity North West should invest more, less or the same amount in customer service overall.
[bookmark: Chart_9_2][bookmark: _Hlk58326384]Chart 9.2 shows that when members were asked if they would like to see Electricity North West invest more money from their bill to improve customer service, that on average members were comfortable with the current level of investment in customer service not being changed. 27% members identified their view as a 5 on this scale, meaning that they would like to see investment in this area remain the same. A combined 46% members placed themselves as either a 6 or 7 on this scale, indicating that they would like to see a small increase in investment in customer service. Small numbers of members placed themselves higher and lower on this scale but the most common view was that Electricity North West should either maintain their current level of investment or increase it a small amount to improve customer service.  9.2 Panel 5 - investing more in customer

[bookmark: _Toc63149478]The 5 steps of the customer fault experience 
Having discussed Electricity North West’s performance on customer service in general, members then took a more detailed look at the 5 steps of the customer fault experience which occur when there is a power cut reported. The aim of this was to explore which of the five steps were seen as most important and consider which might be most worthwhile investing further in. 
The five steps in the customer fault experience outlined by Electricity North West were:
1. Fault logged 
2. Job dispatched
3. Staff on site
4. Estimated Time of Restoration (ETR) from site
5. [bookmark: Chart9_3]Permanent restoration9.3 Panel 5 communication during a power cut

After discussing them in their groups, members were asked if they thought these steps offered the right level of communication during a power cut. As Chart 9.3 shows[footnoteRef:7], almost all of the Panel thought that the five steps did offered the right level of communication during a power cut.  [7:  This data has been quality controlled to make it as clear as possible. When voting in the post-event survey, three members selected ‘Strongly disagree’ with this statement. However, when immediately typing out their reasons for having this opinion in the following question, they all gave reasons which made clear that they strongly agreed, rather than strongly disagreed with this statement. As it was clear that it was simple human error which led to them voting ‘Strongly disagree’, their answers have been changed to ‘Strongly agree’ in this presentation of the data. ] 

I think this is the right level of communication and that people definitely need to be updated throughout to maintain customer satisfaction. Customers are less likely to take issue with the progress of fixing an issue if they understand why things might be taking longer or get updates that something is happening.
This is a well relayed method of resolving the fault experienced by the customer. From my perception it is a swift methodology of faults resolve, however the job going to be done must be explained to the customer before dispatch of the job
Three people voted to say they strongly disagreed with the statement that the five steps in the core customer journey offered the right level of communication during a power cut. However, when the worksheet asked them to explain why they thought that, their answers appeared to explain why they might strongly agree with the statement, rather than strongly disagree, suggesting they may have misread the question. 
it is the correct continuum of response keeping the customer informed
Excellent steps by seeing through from start to finish.  To further improve maybe request a customer feedback at the end to see how you did.
[bookmark: _heading=h.w479dkxytrs2]I think once you are aware of the fault these steps are enough to keep the customer informed without over communicating and annoying them.
Members also voted on which of the five steps they believed was most important. As shown in Chart 9.4 the step which the most members thought was most important was ETR from Site. The reasons members gave for thinking this step was most important centred on the ability it would give them to plan around a power cut with as few major issues caused as possible. 
This would enable me to plan what I need to do for the duration of the power cut.
Timescales reduce anxiety 
Having an estimated time of reconnection is vital for planning purposes i.e. if it's going to take several hours, then the customer can adapt to that and make changes as necessary 
[bookmark: Chart9_4]However, votes were relatively evenly split across the other four steps. This suggests that the combination of those five steps is important. 9.4 Panel 5 Which step is most important

Key reasons given by members who thought one of the other five steps was most important are shown below.
Fault logged: Thanks for calling, we've logged your power cut and one of our team will be dispatched soon.
Primary requirement if not achieved the other steps will not happen
You know the situation is in hand and something is being done to resolve the situation.
Job dispatched: We have a team on the way
This is when you're internally satisfied something has been done about your communication.
So the customer knows the fault is being dealt with
Staff on site: Our team is on site and we're investigating
I think once I knew someone was actually working on site to restore my electricity I would feel that the problem would soon be resolved.
With many different companies, the first two points above are pointless, it is only when the staff are actually on site that you know something is being done.
Permanent restoration: Great news, we have fixed the problem and your power is restored
Fault logged and staff on site etc would also be important to me but permanent restoration would be even better.  Also it would be dependent on the length of time of the power cut and also the time of day.  Any power cuts I have had have been an inconvenience rather than serious but I am aware of how serious they can be for others
power back on and service continuing as normal is what all your customers want as soon as possible
[bookmark: _Toc63149479][bookmark: _Hlk58326406]Improving customer service during a power cut
When considering how customer service during a power cut could be improved, some members expressed surprise that Electricity North West relied on customers getting in touch to inform them about a power cut. Other members also noted that whilst the five steps of the customer fault experience offer a good level of customer service, these were only for customers who contacted Electricity North West to report a fault, leaving others uninformed. 
It doesn't say about contacting people who haven't called who would be affected
[bookmark: Chart9_5]Drawing upon their previous discussions about not having necessarily known about Electricity North West prior to being part of the Panel, this highlights a risk that Electricity North West works to provide a service which members approved of, but many customers are not aware of and are therefore unable to benefit from. When discussing if Electricity North West should invest to improve customer service during a power cut specifically, opinion remained split as shown in Chart 9.5. 9.5 Panel 5 Investing in customer service during a power cut

Less than half of the Panel were sure they wanted to see Electricity North West invest more money to improve customer service during a power cut, however 24% said they were unsure. This broadly mirrors the Panels view on investing to improve customer service in general. This question of further investment split opinion on the Panel and, as shown in Chart 6.2 and Chart 6.3, when allocating resources across the clusters, and the priorities which sit within them, improvements focussed on customer service were given the least funding of the three clusters. 
Of those who did think Electricity North West should invest more money to improve customer service during a power cut, their reasons mostly focussed on one of these five themes:
· Making customers aware that they should contact Electricity North West when there is a fault
Informing the customer about who to contact during a fault, and knows what to expect such as social media, mainstream media and effective telephone system for the customer to access without difficulties
· Electricity North West ensuring it knows about faults ahead of customers having to call up to tell them
Improve local power monitoring so that outages are automatically fed back to ENW rather than waiting for a customer to report it.
· Electricity North West getting hold of customer information and proactively contacting them
Contacting all customers. ENW can achieve this by allowing an opt-in to share details when a customer fills out a form for a new electricity supplier.
· Providing practical support during power cuts
Compensation and help during the time down.
· Supporting customers in vulnerable circumstances
Focus on those who don't have mobile phones and who cannot access email - probably mostly older generations though they probably won't be waiting to do some work it can still majorly upset their routine and make them worry excessively. 
[bookmark: _Toc63149480][bookmark: _Hlk58326419]Priority Service Register
Members learned about Electricity North West’s Priority Service Register (PSR) and how it offers extra support to different groups of customers during power cuts. They explored three key areas for how it could be improved and considered different levels of investment in these areas and the impacts those would have. 
The three areas explored for improving the PSR were:
· PSR recruitment targets
· Improvements to PSR customer data collection
· Support for PSR customers during power outages
[bookmark: _Toc63149481][bookmark: _Hlk58326427]PSR recruitment targets 
Members discussed and voted on what percentage Electricity North West should have as a minimum recruitment target for customers who are eligible to be on the PSR per area. The options proposed by Electricity North West were:
1. Over 80% of customers, costing 22p more per year for every customer 
2. 70% of customers, costing 16p more per year for every customer 
3. 60% of customers, costing 10p more per year for every customer
4. There is no need to invest more in getting people onto the PSR 
As shown in Chart 9.6a below, the majority of members were supportive of the most ambitious recruitment target to the PSR, 80%, which would cost each customer 22p more per year. This suggests a similar theme to the point made by members about the five steps of the customer fault experience; that the service Electricity North West offers is good, but too few customers are aware of it in order to benefit sufficiently. 
Some members felt that it was Electricity North West’s responsibility to ensure that as many eligible people should be on the register as possible, noting that 22p extra is not very much to provide a better experience for more Electricity North West customers. Indeed, some members emphasised Electricity North West should be aiming for 100% recruitment to the PSR to ensure no one “slips through the net” or “is left behind”. Members noted supply companies should take responsibility to share information with Electricity North West and that customers should consent to their data being shared.
Additionally, some members highlighted that expanding recruitment to the PSR would raise customer awareness of Electricity North West. Many felt more customers needed to be aware of the PSR and this expansion would help with that.
[bookmark: Chart9_6a][bookmark: _heading=h.nzr5pen4fuxn][bookmark: _Hlk58326431]However, some members noted customers might not want to be on the register as they might not consider themselves vulnerable, making a target of 100% not realistic. It was suggested the PSR could be “opt-out” rather than “opt-in”, with comparisons between this and organ donation mentioned. 9.6a Panel 5 - PSR recruitment targets

Data improvement of the PSR
Members were similarly positive about Electricity North West investing more and setting more ambitious targets when considering how often Electricity North West should be contacting customers on the PSR to ensure the data held on them was correct so Electricity North West is able to effectively support them when needed. 
Members discussed and voted on how often Electricity North West should be contacting PSR customers to check their data is correct and that they want to remain on the PSR. The options proposed by Electricity North West were:
1. Contact 100% of PSR customers every 2 years - 15p per annum 
2. Contact 100% of the HIGH category (electrical dependant) every 12 months and 
- all medium / low PSR customers every 2 years - 27p per annum 
3. Contact 100% of HIGH category (electrically dependent) and - MEDIUM every 12 months and - low every 2 years at cost of 41p per annum 
4. Leave it as it is
5. Other
As shown below in Chart 9.6b, the two most popular options when voting on this were the two most ambitious options. The key distinction between the most ambitious option, which was voted as second most popular, and the second most ambitious option, which was voted as the most popular, was that the latter included contacting medium priority customers on the PSR only once every two years, rather than once every year at a cost of 14p less.
[bookmark: _Hlk58326436]A small number of members voted “Other” and when asked to expand their answers included focussing on making it easier for people to find out about the PSR themselves, rather than actively contacting them and also working with energy suppliers in order to get this sort of data. 


[bookmark: Chart9_6b]Support during power cuts to PSR customers9.6b - Panel 5 PSR data


Members discussed and voted on how often Electricity North West should be contacting PSR customers to check their data is correct and that they want to remain on the PSR. The options proposed by Electricity North West were:
· Introduce additional channels and services including local amenities for food and warmth - costing 17p per year
· Set up a partnership to handle calls for customers showing anxiety and fear - costing 21p per year
· Increased telephony support for more calls and increased frequency to ensure not relying on digital 24/7/365 - - costing 31p per year
· After interruption service repairing appliances and experience calls (limited to £250 repair cost) costing 42p per annum (21p for 2000 customer repairs and 21p for calls)
· [bookmark: Chart9_6c]None of the above
As shown in Chart 9.6c below, when asked to indicate which of suggested improvements Electricity North West should invest in, just under 50% of the 38 members who completed the survey said they would be happy to pay more on their bill for three of the improvements. Slightly fewer said they would be happy to pay for a partnership to handle calls for customers showing anxiety and fear, whilst only 16% of members said they would be happy to pay extra for none of these options. This fits within the broader theme of members being broadly supportive of investments, but in smaller numbers than those supporting investments for Network or Environment. 
[bookmark: Chart9_6d]


It is also noteworthy in Chart 9.6c that when able to pick as many of the options as they would be willing to pay for, 45% of members supported after interruption service repairing appliances, when asked to identify which option was most important to invest in, only 16% members chose this option (Chart 9.6d). Similarly, 34% supported setting up a partnership to handle calls for customers showing anxiety and fear, but when asked which option was their top priority, only 13% selected this option. This indicates that members viewed these options as options they saw as bringing value they were willing to pay for, but not as top priorities. 9.6d Panel 5 - PSR support during power cut most important to invest in
9.6c Panel 5 - support to PSR customers during power cut

Whilst there was a spread of opinion across the Panel on which of the options for improving customer service during a power cut was most important to invest in, two options were still notably more popular than the rest. 
Increased telephony support for more calls and increased frequency to ensure not relying on digital 24/7/365 - - costing 31p per year
This option was voted as most important to invest in by 29% of members. Those who voted for this option cited reasons focussed on the value of human interaction for reassuring customers and that some older customers might be mostly reliant on their landline telephone as their primary means of contacting Electricity North West. 
People do feel supported by the contact with a human voice in times of stress.
This will help save anxiety and frustration, and improve the communication between the customer and the providers of the service.
There are lots of people, elderly, vulnerable, who are not digitally minded, that only use the telephone.
Introduce additional channels and services including local amenities for food and warmth - costing 17p per year
This option was the second most popular option, with 26% of members voting for it. The reasons members gave for doing so mostly centred on the importance of making sure customers basic needs are met, and that they felt working through local networks would be the best route to achieving this. 
I think that one makes the most impact. Having experienced a power cut that lasted days in 2015, all that matters to you in that moment is your access to food, heating and meeting your basic needs. Definitely changes your entire experience and wellbeing if you can make sure these are met during hard times.
This option is likely to benefit more people affected and will safeguard those in need by providing basic necessities such as food and warmth which the very vulnerable may struggle to cope without
Connection with differing elements of society is best dealt with at a local level, through known and (hopefully) trusted channels
The other two options both received 16% of votes from members who thought they were the most important option to invest in. 13% of members voted for ‘none of the above’ suggesting they did not think any of these investments were worthwhile. The small number of members who chose this option gave reasons which included wanting to see money invested elsewhere (although they were not specific), not thinking the investments would achieve their desired impact and not wanting to spend more money in general. 
[bookmark: _Toc63149482]Fuel poverty 
Members heard from Electricity North West about the issue of fuel poverty and different targets Electricity North West could set itself for supporting customers who are fuel poor during the current price control period, in order to shape their activities for the next price control period. 
The suggested options for targets were:
· 100% of the current number with a forecasted % increase for the expected number of customers classified as fuel poor in the future = % increase TBA i.e. 20% - £1.16 per annum (20% increase)
· 100% of current fuel poor customer numbers i.e. 250,000 = 50,000 per annum- 83p per annum
· Achieve 80% (or as agreed) support of the 250,000 - 66p per annum
· Not to do anything more
[bookmark: _Hlk63081848]100% of the current number with a forecasted % increase for the expected number of customers classified as fuel poor in the future = % increase TBA i.e. 20% - £1.16 per annum (20% increase)
The most popular option proposed by Electricity North West was for them to work in partnerships to offer guidance and support to 100% of the current number of those in fuel poverty, with a plan to increase that number along with the expected rate of increase for number of people in fuel poverty, with 53% of members selecting this option (Chart 9.7). 
The reasons members gave for favouring this option focussed on the concern around more people being in fuel poverty, and the feeling of need to invest now to protect people in the future. 
Fuel poverty may be increasing yearly and every one of those people deserve to be supported
Because of Covid[-19] there is a reasonable expectation that millions of households across the country will be struggling for years to come. We have a responsibility as a community of ENW customers to help look after those in need
This is important, and with Covid[-19] and projections of future increased fuel poverty...I’m all in favour of this i.e. the ‘do as much as possible now’ option
Addressing fuel poverty may be more mandated in future business plans so ENW should get ahead of the game - wise move to future-proof
Some were also particularly concerned with ensuring that any bill increases such as this were specifically spent in this area, and not going to shareholders. 
All these things we have been voting for have been adding money to the bill: but if there is a surplus left out of those pots, they need to go back to the priority objectives - it is not profit. Surplus
[bookmark: _heading=h.dwstey8u9tqx]we want to know you spend every penny of this budget: there should not be any money left, they should spend it all, and not go back into the shareholders’ pockets
This further demonstrates the general view of the Panel that they saw some investments as worth the increase on their bill when they had time to learn, discuss and explore the pros and cons. 
100% of current fuel poor customer numbers i.e. 250,000 = 50,000 per annum- 83p per annum
Some members preferred a similar option which did not attempt to forecast in the same way because they felt that supporting 100% of those currently identified as fuel poor is essential for the health and wellbeing of these customers and there is no accurate way in predicting future trends in fuel poverty.
Everybody who genuinely requires help should receive it, but there is no way of accurately predicting future needs
It is vital to ensure that fuel poor customers are supported. In terms of the forecasted increase of these types of customers I would want to know how this has been forecasted before agreeing to any further spend
Achieve 80% (or as agreed) support of the 250,000 - 66p per annum
A small number of members (8%) voted that Electricity North West should aim to support 80% of customers experiencing fuel poverty. Those members choosing this option tended to report that this was because Electricity North West should share the responsibility for this with other organisations.
There are other agencies also who can do more
[bookmark: _heading=h.73lyl67fywtx]Assuming people in this sector also have problems with the cost of gas and water maybe a combined approach would be the best way forwards
Not to do anything more
21% of members voted that Electricity North West does not need to increase their focus on fuel poor customers. Many of these members felt none of the options presented were appropriate for Electricity North West to pursue because the responsibility should fall with the government.
[bookmark: _heading=h.83mld99fmkim][bookmark: _heading=h.33n7tbt0nsbf]This should be funded by Central Government or by energy providers by way of special rates such is the case with warm home discounts
The DWP benefit system should treat part of the fuel bill as it does rent and subsidise it to ensure a family has the minimum needed. As long as ENW contributes to helping and does not ignore issues and they are fulfilling their duties as advised by OFGEM this is enough.
Indeed, some members felt supporting those experiencing fuel poverty was not part of Electricity North West’s remit and as a result Electricity North West does not have the necessary expertise to identify those in need.
Not ENW’s responsibility
ENW isn’t equipped to do means testing to know who really is in fuel poverty
[bookmark: _heading=h.cu4sjd5yn5i]Some members also expressed concern that increasing customer bills in uncertain times could actually contribute to increasing fuel poverty. 
This feels like a lot of money and could put me into fuel poverty 
[bookmark: _heading=h.uajk23o3bph][bookmark: Chart9_7](Fuel) Poor people have a raft of agencies available to assist and advise on the benefits (if any) that may be available to them… I'm not sure that ENW should even be involved in this activity
[bookmark: _Toc63149483]Protecting customers in vulnerable circumstances and making sure no-one is left behind
Following on from the conversation about the energy transition which will require better planned usage of the network, members also considered three options which Electricity North West presented that could help make sure customers in vulnerable circumstances are not left behind by the energy transition. 
1. Create an engagement plan on new technology and changing Electricity network for domestic customers that helps them understand the future and need for change – Run face to face sessions which include upskilling digital usage on our website – 12p per annum
2. Create demographic specific customer groups to participate in the direct feedback of development of ideas to ensure Electricity North West are changing with the customers feedback – create more competitions to wider groups – 6p per annum – paid to customers
3. Use the key issues raised of blockers that prevent engagement or utilisation of technology to create an innovation fund out to the North West to work on solutions with Electricity North West – 10p per annum Innovation fund 
[bookmark: Chart9_8]Members were able to select up to all three of the options if they were willing to accept those increases on their bill. As shown in Chart 9.8, each of the options was supported by roughly half the Panel. 9.7 Panel 5 - ensure no-one is left behind


When asked to explain which they thought was most important to invest in and why, members gave a range of explanations.

Create an innovation fund - 10p per year
When asked which of the three options was the best way to protect customers in vulnerable circumstances and make sure no one is left behind in energy transition, 55% voted for this option.
Some people were most confident in technical expertise being the key to ensuring customers in vulnerable circumstances are looked after during the energy transition no-one is left behind. 
innovation fund as I think that this could attract entrepreneurs into the mix to develop new ideas and solutions.
Creating a technology fund to look for solutions. Let the experts work it out.
I really sympathise with ENW's rationale for doing this, but I really don't think engaging with customers will have much impact until the technology catches up. Until it can all be automated with little programming from the customer without costing the earth, trying to engage is relatively futile because the underlying technology is still too complicated.
Create demographic specific customer groups - 6p per year
When asked which of the three options was the best way to protect customers in vulnerable circumstances and make sure no one is left behind in energy transition 47% voted for this option.
People particularly seemed to like that this option was targeted to specific groups and believed this would allow Electricity North West to be most responsive to their individual needs and be more cost-effective.
Creating demographic specific groups to participate in feedback. This would enable them to listen to people’s needs and help them with things that are important to them.
Creating a demographic specific customer group would allow ENW to understand the needs and problems encountered by their customers, thus allowing it easier to make decisions on resolving situations.
Customer specific groups provide real world insights to the issues you are faced with… seem very cost effective for changes which are needed as soon as practicable.
Create an engagement plan - 12p per year
When asked which of the three options was the best way to protect customers in vulnerable circumstances and make sure no one is left behind in energy transition 45% voted for this option.
The most common reason for prioritising this option was a belief that without direct education to instil a better understanding of why changes in behaviour were needed, people would be unlikely to comply. It was felt that wider education would also create a sense of unity moving forward that actions (even inconvenient ones) would benefit the region as a whole.
The engagement plan seems the only sensible option to me. As mentioned educating customers to use smart meters, better rated appliances etc is the only way forward and can only be done face to face or by short tv adverts using clips from the video we were shown.
Some people were also particularly impressed that the option included face-to-face training and engagement as they felt this would make the type of changes being asked for much more accessible to people.
I think that they all would have advantages, as many people would struggle with the digital age, so engagement plan would be a good choice as it includes face to face .
I think local engagement would greatly assist as some people don’t trust technology.
Yes, because I am concerned for the older generation and vulnerable individuals who may not be as comfortable with smart technology
Clearly there was appetite among members for Electricity North West to take action to protect customers in vulnerable circumstances and make sure no-one is left behind in the energy transition. However, as shown in Chart 9.8, when given the option to vote for as many as they would be willing to pay for the most popular option with members was creating an innovation fund, with 55% of the vote. Creating an engagement plan and demographic specific customer groups were also popular, although slightly less so. Therefore, whilst members agreed with the reasoning for Electricity North West taking action, they did not reach consensus on which option was the best way to achieve that, especially as overall the Customer cluster was where members appear to want to see Electricity North West invest the least.


[bookmark: _Toc63149484]Conclusions
This report has covered the outputs of the six Plugged In Public Panels, exploring what the right level of investments that Electricity North West should make in their identified areas for improvement. Members expressed had a range of perspectives, values and opinions which informed which areas they thought were most important for investment, who should benefit from those investments and who should have to pay for them, but also developed plenty of common ground where they agreed. 
[bookmark: _Toc63149485]Key points of agreement
Whilst a diverse group of members brought divergent viewpoints, the Panel as a whole coalesced around key areas they agreed on. The five points which the majority of members most strongly agreed on were:
6. Delivering a reliable network and building a resilient network were the areas agreed as most important to invest in (Chart 5.3). They were in favour of Electricity North West investing proactively to minimise risk in this area (Chart 7.3).
7. Members were willing to pay more on their bills to fund many of the proposed investments and, by the end of the process, members prioritised saving money on their bills even less than they did at the start of the process (Chart 6.2).
8. Electricity North West should take a proactive approach to investing in the environment cluster (Chart 8.1), that the company should be ambitious (Chart 8.4), pursue non-decarbonisation actions as well (Chart 8.6) and should start investing now (Chart 8.7)
9. The core customer journey offers the right level of communication during a power cut (Chart 9.3).
10. The majority of members would personally find the £9.80 per year bill increase proposed in the Draft Business Plan Package acceptable (Chart 6.4). They think this is a fair proposal to go ahead with (Chart 6.5). When given the option to select smaller bill increases to fund fewer investments, the majority of members still opted for the £9.80 bill increase, although a notable minority preferred a £6.50 bill increase package which would be acceptable to a larger percentage of customers. 
[bookmark: _Toc63149486]Key points of disagreement
There were some areas where members did not reach consensus. These disagreements are both helpful in giving insight into different viewpoints and demonstrating that members felt comfortable disagreeing with each other and not pressured to reach any false consensus. In many of these instances, opinion was spread across numerous options and in some of these instances a small majority of members have favoured particular options, but there was a significant number of members who opposed that choice. 
The key areas where no consensus was reached were:
1. What the best ways for Electricity North West to improve its’ environmental performance (Chart 8.2) and to support decarbonisation are (Chart 8.5).
1. Whether Electricity North West should invest more in customer service or not (Chart 9.5).
1. What the best area for Electricity North West to invest in would be to improve customer service during a power cut (Chart 9.6c and Chart 9.6d).
1. How best to look after customers in vulnerable circumstances and to ensure that no-one is left behind in the energy transition (Chart 9.8). 
[bookmark: _Toc63149487]Key changes
Panel members ranked ten key priorities for investment, which fit within Electricity North West’s three clusters, after Panel 1 and Panel 6 whilst also explaining in their own words why they ranked these priorities as more or less important. Mostly the priorities remained in a similar order, with Delivering a reliable network and Building a resilient network being ranked as two of the top three priorities after Panel 1 and Panel 6. 
Keeping employees and customers safe remained the third most important priority after Panels 1 and 6, but received a lower score after Panel 6 after members learned what Electricity North West already does to ensure customer and employee safety. 
Supporting customers in vulnerable circumstances was the priority which saw the most significant drop in importance from Panel 1, where it was ranked as the fourth most important priority, to Panel 6, where it was ranked seventh. Member quotes and facilitator notes suggest that this shift occurred as members understood more about Electricity North West’s role and the value of electricity for customers in vulnerable circumstances, such as for meeting basic medical needs. Some members shifted their view to thinking the best way for Electricity North West to look after customers in vulnerable circumstances was to provide a reliable electricity network. This was also reinforced by members highlighting customers in vulnerable circumstances as a group who should be prioritised when exploring each of the investments individually. The delivery of the basic demand of a reliable and resilient network was seen as the priority ahead of providing additional support, something which a minority of members remained concerned stretched beyond Electricity North West’s remit.
The other key finding from the ranking of priorities was that the priority Keeping bills as low as possible started being ranked as ninth most important and became an even lower priority after Panel 6. Throughout the Panel meetings members consistently expressed, during small group discussions and individual voting, that they were willing to pay through increases to their bill for improvements and investments which they felt were worthwhile and would be effective. These findings were also reinforced when members considered the seven propositions in the Draft Business Plan Package. When asked to allocate an imaginary £10 for investment across these propositions the outputs reflected similar views to those expressed by members when considering the earlier ten priorities. As part of exploring the Draft Business Plan Package, members explored the fairness of a bill increase which some customers may not be able to afford, and how to balance this trade-off with the benefits they expected from Electricity North West investments, and broadly concluded it was fair. 
[bookmark: _Toc63149488]Most important areas for investment
Overall, members prioritised a reliable and resilient network as the most important outcomes to achieve and were consistently willing to pay more on their bills to fund investments to achieve this. When exploring questions of which groups of customers should benefit most from investment in the network, Fuel poor customers and Customers in vulnerable circumstances were, by a small margin, seen to be the groups most prioritised to benefit. This further demonstrates the earlier finding that, despite dropping in the rankings of the ten priorities, members valued Supporting customers in vulnerable circumstances and saw the best way to do this being to deliver a reliable and resilient network. 
Members were also keen to see investment in the environment cluster. Members were mostly very supportive of Electricity North West taking action to lead the North West to net zero. They were also clear that they felt it was fair for Electricity North West to start making these sorts of investments now, even though the customers paying for it may not see the full benefits. When considering which customer groups might need the most support to not be left behind by the energy transition, members highlighted customers in vulnerable circumstances, fuel poor customers and the worst served customers. 
Members felt that investment initiatives in the customer cluster were the lowest priority, allocating the two customer focussed propositions the least resource out of the seven put forward in the Draft Business Plan Package. Members were broadly happy with the level of customer service provided, including the customer fault experience. The key theme which emerged during this session was that Electricity North West offers a good service currently, but not enough customers are aware of what is on offer in order to make the most of it. The key example of this was with the company’s Priority Service Register. Members were also keen to see Electricity North West invest to better support customers in fuel poverty. They similarly were supportive of investment to ensure customers in vulnerable circumstances were not left behind by the energy transition.
Overall, this Panel expressed a consistent and reasoned set of priorities for Electricity North West to invest in and members made clear that they were willing to pay for these investments through increases on their bills. They explored the trade-offs in how choices about these investments would affect a wide variety of customers, particularly considering those who might be affected most by changes and who might be in most need of the benefits of these investments. Based on these discussions, they reached conclusions which can help Electricity North West better understand what the right level of investment is in their identified areas for improvement.


1. [bookmark: _Toc63149489]Process Evaluation
At the end of the 6th meeting, members were asked to reflect on the whole process. From feedback on the workshops to suggestions on how to improve future panels, they shared their opinions on their experience throughout the panels.
	[bookmark: _Toc57045624][bookmark: _Toc63149490]About the days 
	Average (1 = Poor, 5= Excellent)

	Overall, how would you rate the workshops?
	4.6

	Overall, how would you rate the facilitators?
	4.7




	[bookmark: _Toc57045625][bookmark: _Toc63149491]About the meetings 
	Percentage Agree or Strongly Agree

	I understand the purpose of the panel and my role
	97%

	The information presented was clear and easy to understand
	83%

	I've learnt a lot about the subject
	94%

	There was enough time to discuss the issues properly
	83%

	I was given enough information to form opinions on new subjects
	86%

	I felt like I could ask questions
	94%

	I felt comfortable taking part in the discussions
	91%

	I felt my opinions were listened to
	97%

	I felt comfortable being honest about my opinions in front of Electricity North West	
	97%

	In my groups some members tended to dominate the discussions
	34%

	Group members respected what I had to say, even if they didn't agree
	94%

	The breakout facilitators made sure that opposing views were considered
	91%

	My views changed or developed through listening to others
	69%


At the end of Panel 6, members also completed a poll on Mentimeter to indicate if they would like to see the Panel reconvene. All of those who responded to this poll (89%) said that they would.Chart 11.1

Members were also asked to share any suggestions or comments on what Electricity North West could do better in the future to improve this sort of engagement. Their responses were divided based on the following themes:
· Information sharing
Maybe having slightly more information in advance of meeting.
To provide a full list of all initiatives and costing for people to make informed decisions.
Personally I would have liked more information at the start as to what each session would be looking at.
Prior to the 6 workshops I would have found it useful to have a skeleton outline of what was to be covered in all 6 workshops. This would have helped me to understand how each session fitted in to the bigger picture [..] Also by copying it down I was able to digest the information and in doing so felt that I understood it better and felt better able to contribute to discussions.
My comment on the final workshop was that it would have been helpful to have clearer instructions about preparing for the final meeting. [..] Not being able to see the propositions alongside each other as we talked about them was a disadvantage.
I was not fully cognisant of the fact that we would have the chance to prioritise all of the spend on each area in the final session [..] A quick note back to explain what would happen in the final session would have given me some peace of mind!
· Costs
It is difficult to form a fully educated opinion as not all the data is available e.g. costings for all the various options but I do appreciate the difficulty in providing this. Also because everything is in a state of constant flux, changing one element affects another it's very hard to be concrete about items.
I believe I could offer more in any future discussions or a deeper dive into the financial merits of various costed options and derived benefits.

· Time
More sessions/time given to really thrash out details and ideas would be great, in person would be even better but glad it was done in this way as it made it so much more accessible for me to attend each one and enjoy!
Longer Q&A sections.
More regular breaks.

· Representation
Wider range of people from different backgrounds, ensure that people are able to 'train' in the portals used to participate.
Also I think the other panellists were well chosen for being able to contribute and be articulate but did you include enough people who would be in the vulnerable or fuel poverty categories?

· Discussion dynamics
Just allow each member an opportunity to air their views and 'pass the baton' in terms of answering questions. Some people weren't confident enough to wedge their answer in.
One of the early criticisms was that it was difficult to have a discussion following the presentation this was partly cured by publishing the presentation beforehand although not always early enough.
Whilst there was no one person who tried to dominate the conversations, there were quite a few that had little/nothing to say. A slightly larger group may lead to more discussion.
It would be good to stay in the same groups for breakout sessions so we're not having to introduce ourselves every time.
On more than one occasion I heard participants disagreeing with others. When a participant disagrees with another opinion it becomes a discussion between the two parties. It distracts from the task in hand. The facilitators should ensure the breakout rooms keep on task.
More direct question and answer sessions with Electricity North West, perhaps in the form of written feedback.
[..] some stronger rules for within the groups and the behaviour expected of you.

· Pandemic-related restrictions
The panels were held on zoom which did cause some people problems so if and when Covid allows hopefully we can meet in person which I think would be better for getting to know panel members something which we couldn't do on zoom.
I struggled with being on Zoom for 4 hours, very intense.

Finally, members were asked to contribute any further comments for Electricity North West:
· Customer relationships
Keep listening and engaging with your customers because a lot of the general public don’t 100% know who you are and how big your role is in delivering electricity to the northwest.
· Reconvening the panel
I am sure there will be ongoing issues for us to discuss particularly as we do not know how long the economic recovery from Covid-19 will take. This could impact on the proposals planned in the business plan. Therefore a quarterly meeting could be useful to Electricity North West.
 It would be a good idea to re-convene the panel from time to time, to keep us informed of progress toward 2023-2028 policy document and thereafter to allow the panel to judge Electricity North West's progress against stated objectives.
I strongly suggest keeping the panel going.

· Updates
Thank you all very much, for teaching me about something, that I had just been taking for granted all my life [..] I would like to be kept up to date with the progress that is decided, after all the information is processed.
Very enjoyable and informative experience. I would like to be kept informed of Electricity North West progress regarding their projects as they are implemented.
· Praise 
Before joining the panel I was worried I didn't know enough about Electricity North West to be part of the panel. However everything was really well presented, I gained so much knowledge and my questions were always answered in a detailed manner.
I really enjoyed the panel. I think the improvements you are looking are required. I was very impressed with the business plan and the knowledge of the Electricity North West staff even though they received some tough questions sometimes.
Before doing this I had no idea who Electricity North West were as a company and I had never given a second thought to how electricity came to my home. I have been amazed at the many things you are involved with in the community.
 I think that what E.N.W has done in allowing general members of the public to participate in the decision making of the board (however far out on the fringes of ‘decision making’ we may be) is innovative and quite brave.
All the contributors came across as very knowledgeable and passionate about their work.
Thank you all. I was amazed by how caring you all are.


members


Raising awareness	Keeping bills as low as possible	Providing value for money	Helping the North West become carbon neutral	Meeting our customers’ needs	Electricity North West’s direct environmental impact	Supporting customers in vulnerable circumstances	Delivering a reliable network	Keeping employees and customers safe	Building a resilient network	59	127	143	158	174	176	222	228	233	235	


Electricity North West priorities - ranked in order of importance to members after Panel 6


Raising awareness 	Keeping bills as low as possible	Helping the North West become carbon neutral 	Supporting customers in vulnerable circumstances 	Providing value for money	Electricity North West's direct environmental impact	Meeting our customers'needs	Keeping employees and customers safe	Building a resilient network	Delivering a reliable network	75	99	122	144	155	175	178	193	248	288	


Comparing priorities rankings from Panel 1 to Panel 6

After Panel 1	
Raising awareness 	Keeping bills as low as possible	Helping the North West become carbon neutral 	Supporting customers in vulnerable circumstances 	Providing value for money	Electricity North West's direct environmental impact	Meeting our customers'needs	Keeping employees and customers safe	Building a resilient network	Delivering a reliable network	59	127	158	222	143	176	174	233	235	228	After Panel 6	
Raising awareness 	Keeping bills as low as possible	Helping the North West become carbon neutral 	Supporting customers in vulnerable circumstances 	Providing value for money	Electricity North West's direct environmental impact	Meeting our customers'needs	Keeping employees and customers safe	Building a resilient network	Delivering a reliable network	75	99	122	144	155	175	178	193	248	288	



In order of importance, how did Members rank Delivering a reliable network after Panels 1 and 6?

Panel 1 (39 Members)	
1	2	3	4	5	6	7	8	9	10	0.15384615384615385	0.17948717948717949	0.23076923076923078	5.128205128205128E-2	0.10256410256410256	5.128205128205128E-2	2.564102564102564E-2	0.10256410256410256	0.10256410256410256	0	Panel 6 (35 Members)	
1	2	3	4	5	6	7	8	9	10	0.5714285714285714	0.22857142857142856	0.11428571428571428	0	2.8571428571428571E-2	5.7142857142857141E-2	0	0	0	0	1-10 ranking of importance of delivering a reliable network priority


Percentage of members




In order of importance, how members ranked Supporting customers in vulnerable circumstances after Panel 1 and Panel 6

Panel 1 (39 members)	
1	2	3	4	5	6	7	8	9	10	7.6923076923076927E-2	0.15384615384615385	0.23076923076923078	0.10256410256410256	0.15384615384615385	7.6923076923076927E-2	0.12820512820512819	0	7.6923076923076927E-2	0	Panel 6 (35 members)	
1	2	3	4	5	6	7	8	9	10	5.7142857142857141E-2	0.11428571428571428	2.8571428571428571E-2	0.17142857142857143	5.7142857142857141E-2	0.22857142857142856	8.5714285714285715E-2	0.11428571428571428	8.5714285714285715E-2	5.7142857142857141E-2	 1-10 ranking of importance of priorities


Percentage of votes




In order of importance, how did Members rank Keeping employees and customers safe after Panels 1 and 6?

Panel 1 (39 Members)	
1	2	3	4	5	6	7	8	9	10	0.30769230769230771	0.10256410256410256	0.10256410256410256	0.10256410256410256	2.564102564102564E-2	0.12820512820512819	0.10256410256410256	5.128205128205128E-2	0	7.6923076923076927E-2	Panel 6 (35 Members)	
1	2	3	4	5	6	7	8	9	10	0.11428571428571428	5.7142857142857141E-2	0.25714285714285712	8.5714285714285715E-2	0.17142857142857143	8.5714285714285715E-2	2.8571428571428571E-2	0.11428571428571428	8.5714285714285715E-2	0	1-10 ranking of importance of 'Keeping employees and customers safe' priority


Percentage of votes




In order of importance, how Members ranked Keeping bills as low as possible after Panels 1 and 6

Panel 1 (39 members)	
1	2	3	4	5	6	7	8	9	10	0	0	5.128205128205128E-2	0.23076923076923078	0.12820512820512819	7.6923076923076927E-2	0.10256410256410256	5.128205128205128E-2	0.15384615384615385	0.20512820512820512	Panel 6 (35 members)	
1	2	3	4	5	6	7	8	9	10	0	2.8571428571428571E-2	8.5714285714285715E-2	0.14285714285714285	8.5714285714285715E-2	2.8571428571428571E-2	0.14285714285714285	0.11428571428571428	0.2	0.17142857142857143	1-10 ranking of importance of priority


Percentage of members




PANEL 2: Imagine you had control of £10 of the money you pay to ENW, how would you allocate that in relation to the need to improve performance? 


Network improvements	Customer improvements	Environment improvements	Would not allocate and keep to reduce customer bills	3.87329013678906	2.1454283657307398	2.7753779697624199	1.2059035277177801	
PANEL 6: Imagine you had control of £10 of the money ENW has allocated to invest, how would you allocate this in relation to the need  to improve performance? 


Network improvements	Customer improvements	Environmental improvements	Would not allocate and keep to reduce customer bills	4.2	2.5099999999999998	3.09	0.2	
Imagine you had control of £10 of the money ENW has allocated to invest. How would you spread it out over the 7 propositions? 


Delivering a reliable network	Building a resilient network	Keeping our communities safe	Meeting our customers' needs	Supporting customers in vulnerable circumstances	Our direct environmental impact	Leading the North West to Net Zero	2.37	2.0299999999999998	1.06	1.03	1.06	1.1100000000000001	1.34	
Would you personally find the proposed bill increase acceptable?


Yes	No	Unsure	0.8125	9.375E-2	9.375E-2	


Do you think it is fair for ENW to go ahead with this bill increase to fund the Draft Business Plan Package?


Yes	No	Unsure	0.75	6.25E-2	0.1875	
Percentage of votes



Which of these options do you support?


£9.80 increase that 80% would find acceptable	£6.50 increase that 85% would find acceptable	£3.30 increase that 90% would find acceptable	no increase in bill and no further investment	0.59375	0.3125	9.375E-2	0	
Percentage of votes



Based on what you’ve heard so far how important to you is it that Electricty North West invest in improving their performance on matters relation to network?



Very Important	Important	Not very important	Not important	21	14	1	0	
How supportive are of Electricity North West investing in these options to improve network performance?

Very Supportive	
10. Keep overall risk of the network where it is today with same number of power cuts	6. Reduce the number of short (less than 3 minute) power cuts	11. Install additional security protection at major sites	1. Roll out our Smart Street initiative to enable targeted customers to save up to £60 on their bill through energy efficiency measures	5. Reduce the frequency of power cuts	12. Further improve our protection against cyber attacks	3. Improve resilience of rural areas to storms by putting power lines underground	4. Improve reliability in areas with the most customers in fuel poverty	8. Improve flood defences at major sites to minimise the risk of disruption during storms	7. Improve reliability for those customers receiving the worst service (multiple power cuts)	9. Replace the internal cables in high rise buildings to reduce fire risk	2. Reducing the overall risk of the network in the long-term through replacing more old equipment before it fails	0	0.10256410256410256	5.128205128205128E-2	0.15384615384615385	0.30769230769230771	0.12820512820512819	0.46153846153846156	0.33333333333333331	0.28205128205128205	0.4358974358974359	0.46153846153846156	0.53846153846153844	0.71794871794871795	Supportive	
10. Keep overall risk of the network where it is today with same number of power cuts	6. Reduce the number of short (less than 3 minute) power cuts	11. Install additional security protection at major sites	1. Roll out our Smart Street initiative to enable targeted customers to save up to £60 on their bill through energy efficiency measures	5. Reduce the frequency of power cuts	12. Further improve our protection against cyber attacks	3. Improve resilience of rural areas to storms by putting power lines underground	4. Improve reliability in areas with the most customers in fuel poverty	8. Improve flood defences at major sites to minimise the risk of disruption during storms	7. Improve reliability for those customers receiving the worst service (multiple power cuts)	9. Replace the internal cables in high rise buildings to reduce fire risk	2. Reducing the overall risk of the network in the long-term through replacing more old equipment before it fails	0	0.28205128205128205	0.35897435897435898	0.53846153846153844	0.46153846153846156	0.69230769230769229	0.35897435897435898	0.51282051282051277	0.58974358974358976	0.4358974358974359	0.46153846153846156	0.38461538461538464	0.23076923076923078	



How do you think Electricity North West should manage the balance of risk and investment in relation to building the resilience of the network (given that additional spending will have an impact on customer bills)?


ENW should retain a safe network by spending  as little as possible right now and just dealing with faults as they arise  (reactive) 	ENW should repair faults as needed, limiting the additional spend to as little as possible (patch-up and make do)	ENW should invest a bit more to protect the reliability of the network, but just enough for a cushion (like insurance)	ENW should be investing in preventative maintenance to reduce risk before there is a need to respond to a failure	ENW should be investing as much as they can in improving the network now (invest in quality)	OTHER ADDED BY PARTICIPANT - ENW should be investing as much as they can in improving the network now in areas with the worst reliability (eg north and south lakes) while maintaining levels of reliability in the best served areas (ie greater Manchester) 	0	0	0.18	0.49	0.31	0.03	

Percentage of resources to improve the reliability of the network that should focus on benefiting different customer groups 

 Fuel poor customers
[PERCENTAGE]

Worst Served Customers	Vulnerable Customers	Fuel poorCustomers	Low Carbon Technology users	Off-gas Customers	Customers with below average reliability	72	73	76	47	59	63	
Which group would you prefer to see Electricity North West focus on LEAST when deciding how to spread investment to improve the reliability of the network?


Worst-served customers 	Vulnerable customers	Fuel poor customers	Low Carbon Technology (LCT) users	Off-gas customers	Customers with below average reliability	0.05	0	0.16	0.56000000000000005	0.08	0.15	

Based on what you’ve heard so far how important to you is it that ENW invest in improving their performance in matters relating to the Environment cluster?
[CATEGORY NAME] [PERCENTAGE]
[CATEGORY NAME] [PERCENTAGE]

Very Important	Important	Not very important	Not important	15	17	2	1	
Which potential activities are most important to invest in to improve environmental performance?


26.Move overhead lines underground in areas where they spoil the view	28.Reduce our own carbon footprint quickly by refurbishing our buildings and depots	31.Improve biodiversity at our substations through planting schemes etc.	24.Reduce the risk of oil leakage from some of our old cables by replacing them early	32.Extend the community energy fund to help community groups looking to develop local generation schemes 	30.Share more of the cost of connecting renewable generation across all customers	23.Only buy electric vehicles from now on	27.Install electric vehicle charging points in areas that don’t have them	29.Proactively cut dead or dying trees that may affect overhead lines instead of waiting for the landowner to do so	25.Invest to reduce losses (electricity lost during transmission that needs to be paid for and has a carbon impact)	22.Proactively increase the capacity of the network to enable new technologies such as electric vehicles to connect	0	0	0	1.8867924528301886E-2	3.7735849056603772E-2	7.5471698113207544E-2	9.4339622641509441E-2	9.4339622641509441E-2	0.13207547169811321	0.24528301886792453	0.30188679245283018	


How important is it to you personally that the North West reaches net zero?

Percentage	
1 - Not at all important	2	3	4	5	6	7	8	9	10 - Very important	6.0606060606060608E-2	0	0	0	3.0303030303030304E-2	0	6.0606060606060608E-2	0.27272727272727271	0.12121212121212122	0.45454545454545453	Ranking of how important it is to members personally that the North West reaches net zero


Percentage 



Which option do you think ENW should choose when considering how quickly to make the changes needed to the network to meet the increased demands that net zero will create?


Option 1: Net zero from ENW's operations by 2050	Option 2: Net zero  from ENW’s operations by the mid-point between 2038 and 2050 	Option 3: ENW's operations reach net zero by 2050 overall, and 2038 within GM	Option 4: Net zero for ENW's operations by 2038	0.15	0.27	0	0.57999999999999996	

Percentage of resources to support decarbonisation allocated to each activity


Expand the 'Smart Street' initiative to improve energy efficiency, targeted in areas of high fuel poverty	Invest in the network enable the uptake of technologies such as electric vehicles and solar panels.	Provide a free 'energy efficiency advisor' service to customers and make it cheaper to connect low carbon technologies	Support for local and community groups to develop citizen-led energy projects such as renewable electricity	78	106	68	78	
How important to you is it that ENW take these non-decarbonisation actions?

Underground cables	
1 - Very Unimportant	2 - Unimportant	3 - Neutral	4 - Important	5 - Very Important	6.0606060606060608E-2	0.18181818181818182	0.21212121212121213	0.18181818181818182	0.36363636363636365	Reducing oil leaks	
1 - Very Unimportant	2 - Unimportant	3 - Neutral	4 - Important	5 - Very Important	0	9.375E-2	0.21875	0.375	0.3125	Trees	
1 - Very Unimportant	2 - Unimportant	3 - Neutral	4 - Important	5 - Very Important	3.0303030303030304E-2	3.0303030303030304E-2	0.15151515151515152	0.33333333333333331	0.45454545454545453	
Percentage of members




Thinking about how quickly Electricity North West should invest in developing the network to meet increased demand... should Electricity North West? 


Take a proactive approach and start investing now and spread cost more evenly over the next 45 years	Delay investment and spend more later with a bigger impact on bills when the time comes	Don't know / Did not vote	0.90909090909090906	0	9.0909090909090912E-2	


Should every household across the area pay the same for improvements that will help reach net zero, even if they are personally not likely to benefit in the shorter term? 


Yes	No	Not Sure	0.73	0.06	0.21	
Customer groups ranked in order of importance for extra attention to make sure they are not left behind


Low Carbon Technology users	Rural customers	Flats/homes without off street parking for EV charging	Off-gas Customers	Renters	Worst Served Customers	Fuel poor Customers	Vulnerable Customers	63	78	80	90	92	158	166	197	

Would you want ENW to invest more money from your bill to improve their customer service? 
(0 = Invest less in customer service. 5 = Keep investing what they currently do. 10 = Invest more in customer service) 


0	1	2	3	4	5	6	7	8	9	10	0	5.4054054054054057E-2	2.7027027027027029E-2	8.1081081081081086E-2	8.1081081081081086E-2	0.27027027027027029	0.1891891891891892	0.1891891891891892	8.1081081081081086E-2	2.7027027027027029E-2	0	Participant opinion on ENW investing less, more or the same as they already do on customer service


Percentage of votes



Do you agree that these steps of the core customer journey (in the image above) offer the right level of communication during a power cut? 


Strongly Agree	Agree	Neutral	Disagree	Strongly Disagree	0.42105263157894735	0.52631578947368418	5.2631578947368418E-2	0	0	

Which of the five communications in the core customer journey would be most important to you?


Job dispatched	Permanent restoration	Staff on site	Fault logged	ETR from site	0.13157894736842105	0.13157894736842105	0.18421052631578946	0.21052631578947367	0.34210526315789475	Core customer journey communications


Percentage of votes



Do you think that ENW should invest more money to improve customer service during a power cut? 


Yes	No	Unsure	18	11	9	
What percentage should ENW have as a minimum recruitment target for customers who are eligible to be on the PSR per area? 


Over 80% - costing 22p more per year for every customer	70% - costing 16p more per year for every customer	60% - costing 10p more per year for every customer	There is no need to invest more in getting people on to the PSR	0.60526315789473684	0.15789473684210525	7.8947368421052627E-2	0.15789473684210525	
Percentage of members



How often should ENW be contacting PSR customers to check in their data is correct, and that they want to remain on the PSR?


Contact  100% HIGH (electrically dependent) and MEDIUM  every 12 months and low every 2 years - costing 41p per year	Contact 100% HIGH (electrical dependant) every 12 months and all med / low every 2 years - costing 27p per year	Contact 100% of PSR customers every 2 years - costing 15p per year	Should just leave it as it is	Other 	0.23684210526315788	0.31578947368421051	0.15789473684210525	7.8947368421052627E-2	0.18421052631578946	
Percentage of votes



Which one of these options for customer service during a power cut do you think it is MOST important to invest in? (38 members)


Increased telephony support for more calls and increased frequency to ensure not relying on digital 24/7/365 - - costing 31p per year	Set up a partnership to handle calls for customers showing anxiety and fear - costing 21p per year	Introduce additional channels and services including local amenities for food and warmth - costing 17p per year	After interruption service repairing appliances and experience calls (limited to £250 repair cost) costing 42p per annum (21p for 2000 customer repairs and 21p for calls)	None of the above	11	5	10	6	6	

Which of these options for providing customer service during a power cut do you think ENW should invest in?  You can pick as many of the options as you would be happy to pay extra for on your bill.


Increased telephony support for more calls and increased frequency to ensure not relying on digital 24/7/365 - - costing 31p per year	Set up a partnership to handle calls for customers showing anxiety and fear - costing 21p per year	Introduce additional channels and services including local amenities for food and warmth - costing 17p per year	After interruption service repairing appliances and experience calls (limited to £250 repair cost) costing 42p per annum (21p for 2000 customer repairs and 21p for calls)	None of the above	0.42105263157894735	0.34210526315789475	0.44736842105263158	0.44736842105263158	0.15789473684210525	
Percentage of members who would be happy to pay for this improvement



Which target percentage should ENW aim to reach in the current price plan period (ED1), to help shape support through the next price plan period (ED2)? 


100% of current fuel poor customer numbers i.e. 250,000 = 50,000 per annum - 83p per year	100% of the current number with a forecasted % increase for the expected number of  customers classified as fuel poor in the future = % increase TBA i.e. 20% - £1.16 per year (20% increase)	Achieve 80% (or as agreed)  support of the 250,000 - 66p per year	Not do anything more	0.18421052631578946	0.52631578947368418	7.8947368421052627E-2	0.21052631578947367	
% of members 



Which of the three options outlined do you think are the best way to protect vulnerable customers and make sure no-one is left behind in the energy transition?


4. None of the above	3. Use the key issues raised of blockers that prevent engagement or utilisation of technology to create an innovation fund out to the North West to work on solutions with ENW - 10p per annum Innovation fund	2. Create demographic specific customer groups to participate in the direct feedback of development of ideas to ensure ENW are changing with the customers feedback – create more competitions to wider groups - 6p per annum - paid to customers	1. Create an engagement plan on new technology and changing Electricity network for domestic customers that helps them understand the future and need for change – Run face to face sessions including upskilling digital usage on our website - 12p per annum	7.8947368421052627E-2	0.55263157894736847	0.47368421052631576	0.44736842105263158	
% of members 



Would you like to see the panel come back together in some form in the future? 


Yes	No	Maybe	Did not respond	0.88571428571428568	0	0	0.11428571428571428	
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Form responses 1

		Timestamp		Please enter your unique reference number.		How supportive are you of each of the following activities as being something ENW should invest in to improve performance? [1.Roll out our Smart Street initiative to enable targeted customers to save up to £60 on their bill through energy efficiency measures]		How supportive are you of each of the following activities as being something ENW should invest in to improve performance? [2.Reducing the overall risk of the network in the long-term through replacing more old equipment before it fails]		How supportive are you of each of the following activities as being something ENW should invest in to improve performance? [3.Improve resilience of rural areas to storms by putting power lines underground]		How supportive are you of each of the following activities as being something ENW should invest in to improve performance? [4.Improve reliability in areas with the most customers in fuel poverty]		How supportive are you of each of the following activities as being something ENW should invest in to improve performance? [5.Reduce the frequency of power cuts]		How supportive are you of each of the following activities as being something ENW should invest in to improve performance? [6.Reduce the number of short (less than 3 minute) power cuts]		How supportive are you of each of the following activities as being something ENW should invest in to improve performance? [7.Improve reliability for those customers receiving the worst service (multiple power cuts)]		How supportive are you of each of the following activities as being something ENW should invest in to improve performance? [8.Improve flood defences at major sites to minimise the risk of disruption during storms]		How supportive are you of each of the following activities as being something ENW should invest in to improve performance? [9.Replace the internal cables in high rise buildings to reduce fire risk]		How supportive are you of each of the following activities as being something ENW should invest in to improve performance? [10.Keep overall risk of the network where it is today with same number of power cuts]		How supportive are you of each of the following activities as being something ENW should invest in to improve performance? [11.Install additional security protection at major sites]		How supportive are you of each of the following activities as being something ENW should invest in to improve performance? [12.Further improve our protection against cyber attacks]		Which 3 of these activities would you be most interested in learning more about and discussing at future meetings of the Panel?		Why did you choose these 3?		Is there anything else you would have expected to see on the list?		Is there anything else you want to say about Electricity North West's NETWORK performance?		How supportive are you of each of the following activities as being something ENW should invest in to improve performance? [13.Reduce the time taken to complete road repairs after faults]		How supportive are you of each of the following activities as being something ENW should invest in to improve performance? [14.Reduce the number of times we deliberately turn the power off for work through using more generators]		How supportive are you of each of the following activities as being something ENW should invest in to improve performance? [15.Increase the levels of compensation we pay for service failures]		How supportive are you of each of the following activities as being something ENW should invest in to improve performance? [16.Invest in extra staff to speed up completion of new connections]		How supportive are you of each of the following activities as being something ENW should invest in to improve performance? [17.Proactively contact our most vulnerable customers more frequently through employing more staf]		How supportive are you of each of the following activities as being something ENW should invest in to improve performance? [18.Visit vulnerable customers ahead of any planned power cuts]		How supportive are you of each of the following activities as being something ENW should invest in to improve performance? [19.Establish a fund for customers in vulnerable situation]		How supportive are you of each of the following activities as being something ENW should invest in to improve performance? [20.Offer a 24 hour complaints service]		How supportive are you of each of the following activities as being something ENW should invest in to improve performance? [21.Run more extensive awareness campaigns eg on safety]		Which 3 of these activities would you be most interested in learning more about and discussing at future meetings of the Panel?		Why did you choose these 3?		Is there anything else you would have expected to see on this list?		Is there anything else you want to say about Electricity North West's CUSTOMER performance?		How supportive are you of each of the following activities as being something ENW should invest in to improve performance? [22.Proactively increase the capacity of the network to enable new technologies such as electric vehicles to connect]		How supportive are you of each of the following activities as being something ENW should invest in to improve performance? [23.Only buy electric vehicles from now on]		How supportive are you of each of the following activities as being something ENW should invest in to improve performance? [24.Reduce the risk of oil leakage from some of our old cables by replacing them early]		How supportive are you of each of the following activities as being something ENW should invest in to improve performance? [25.Invest to reduce losses (electricity lost during transmission that needs to be paid for and has a carbon impact)]		How supportive are you of each of the following activities as being something ENW should invest in to improve performance? [26.Move overhead lines underground in areas where they spoil the view]		How supportive are you of each of the following activities as being something ENW should invest in to improve performance? [27.Install electric vehicle charging points in areas that don’t have them]		How supportive are you of each of the following activities as being something ENW should invest in to improve performance? [28.Reduce our own carbon footprint quickly by refurbishing our buildings and depots]		How supportive are you of each of the following activities as being something ENW should invest in to improve performance? [29.Proactively cut dead or dying trees that may affect overhead lines instead of waiting for the landowner to do so]		How supportive are you of each of the following activities as being something ENW should invest in to improve performance? [30.Share more of the cost of connecting renewable generation across all customers]		How supportive are you of each of the following activities as being something ENW should invest in to improve performance? [31.Improve biodiversity at our substations through planting schemes etc.]		How supportive are you of each of the following activities as being something ENW should invest in to improve performance? [32.Extend the community energy fund to help community groups looking to develop local generation schemes]		Which 3 of these activities would you be most interested in learning more about and discussing at future meetings of the Panel?		Why did you choose these 3?		Is there anything else you would have expected to see on this list?		Is there anything else you want to say about Electricity North West's ENVIRONMENTAL performance?		Is there anything else you want to say about the workshops so far?

		8/1/2020 16:11:19		138		Very Supportive		Very Supportive		Very Supportive		Not very supportive		Supportive		Do not support		Supportive		Very Supportive		Very Supportive		Do not support		Supportive		Very Supportive		1.Roll out our Smart Street initiative to enable targeted customers to save up to £60 on their bill through energy efficiency measures, 2.Reducing the overall risk of the network in the long-term through replacing more old equipment before it fails, 12.Further improve our protection against cyber attacks		Big projects need big discussions

Need to understand better how cyber attacks specifically threaten the power networks				Focus on benefits alongside costs. Don't be penny wise and pound foolish!		Very Supportive		Supportive		Not very supportive		Very Supportive		Supportive		Do not support		Very Supportive		Not very supportive		Not very supportive		16.Invest in extra staff to speed up completion of new connections, 17.Proactively contact our most vulnerable customers more frequently through employing more staff, 19.Establish a fund for customers in vulnerable situations		16. Want to hear about potential benefits for faster community power generation

17. I don't understand why ENW can't already contact all customers so more explanation needed.

19. Want to know about the limitations and criteria for this.						Very Supportive		Supportive		Very Supportive		Supportive		Supportive		Very Supportive		Supportive		Supportive		Very Supportive		Supportive		Very Supportive		22.Proactively increase the capacity of the network to enable new technologies such as electric vehicles to connect, 30.Share more of the cost of connecting renewable generation across all customers, 32.Extend the community energy fund to help community groups looking to develop local generation scheme		22. Want to know about attached benefits

30. Why isn't this already in place?

32. How would ENW work on this side given it usually keeps to electricity transmission?

		8/1/2020 16:11:55		135		Very Supportive		Very Supportive		Very Supportive		Supportive		Supportive		Supportive		Very Supportive		Very Supportive		Supportive		Supportive		Not very supportive		Not very supportive		1.Roll out our Smart Street initiative to enable targeted customers to save up to £60 on their bill through energy efficiency measures, 2.Reducing the overall risk of the network in the long-term through replacing more old equipment before it fails, 8.Improve flood defences at major sites to minimise the risk of disruption during storms		I live in a flood prone area and know how serious this affects day to day living,		No		No		Supportive		Supportive		Not very supportive		Very Supportive		Very Supportive		Supportive		Not very supportive		Do not support		Do not support		13.Reduce the time taken to complete road repairs after faults, 14.Reduce the number of times we deliberately turn the power off for work through using more generators, 16.Invest in extra staff to speed up completion of new connections		Transport links are vital		No		No		Very Supportive		Very Supportive		Not very supportive		Supportive		Not very supportive		Very Supportive		Supportive		Not very supportive		Not very supportive		Not very supportive		Not very supportive		22.Proactively increase the capacity of the network to enable new technologies such as electric vehicles to connect, 27.Install electric vehicle charging points in areas that don’t have them, 29.Proactively cut dead or dying trees that may affect overhead lines instead of waiting for the landowner to do so		Electric cars are the way forward		No		No		Enjoyable

		8/1/2020 16:14:20		118		Supportive		Very Supportive		Supportive		Supportive		Supportive		Not very supportive		Very Supportive		Not very supportive		Very Supportive		Very Supportive		Supportive		Very Supportive		1.Roll out our Smart Street initiative to enable targeted customers to save up to £60 on their bill through energy efficiency measures, 2.Reducing the overall risk of the network in the long-term through replacing more old equipment before it fails, 11.Install additional security protection at major sites		Cos they seem the most efficient		Support for vulnerable customers		It's good		Very Supportive		Very Supportive		Supportive		Supportive		Not very supportive		Not very supportive		Very Supportive		Do not support		Supportive		13.Reduce the time taken to complete road repairs after faults, 19.Establish a fund for customers in vulnerable situations, 21.Run more extensive awareness campaigns eg on safety		They seem most likely to improve the customer feed back		No		👌		Very Supportive		Very Supportive		Supportive		Supportive		Do not support		Very Supportive		Very Supportive		Very Supportive		Not very supportive		Do not support		Not very supportive		23.Only buy electric vehicles from now on, 27.Install electric vehicle charging points in areas that don’t have them, 28.Reduce our own carbon footprint quickly by refurbishing our buildings and depots		The customer would be happy with charging points and it would improve chances of everyone having electronic cars		No		👌		They are very interesting and informative

		8/1/2020 16:26:25		126		Very Supportive		Not very supportive		Not very supportive		Supportive		Supportive		Not very supportive		Supportive		Not very supportive		Supportive		Not very supportive		Not very supportive		Not very supportive		1.Roll out our Smart Street initiative to enable targeted customers to save up to £60 on their bill through energy efficiency measures, 4.Improve reliability in areas with the most customers in fuel poverty, 7.Improve reliability for those customers receiving the worst service (multiple power cuts)		Point 1. Smart Street. This would give a tangible benefit to customers in the target areas.  The savings are then made every year.
Point 4. Customers in fuel poverty must deserve extra protection.
Point 7. Multiple cuts must be very disruptive to businesses and family life.		no		no		Very Supportive		Not very supportive		Not very supportive		Not very supportive		Very Supportive		Not very supportive		Supportive		Do not support		Do not support		13.Reduce the time taken to complete road repairs after faults, 17.Proactively contact our most vulnerable customers more frequently through employing more staff, 19.Establish a fund for customers in vulnerable situations		Point 13.  Road repairs can be disruptive and expensive for emergency services, business and daily life.
Points 17 and 19 really seemed to resonate with the group I was in and we should always consider of vulnerable groups when making strategic decisions.		no		no		Supportive		Supportive		Not very supportive		Very Supportive		Not very supportive		Supportive		Not very supportive		Not very supportive		Supportive		Not very supportive		Not very supportive		22.Proactively increase the capacity of the network to enable new technologies such as electric vehicles to connect, 25.Invest to reduce losses (electricity lost during transmission that needs to be paid for and has a carbon impact), 27.Install electric vehicle charging points in areas that don’t have them		Points 22 and 27.  We are inexorable moving towards electric vehicles and away from traditional fuels. ENW should be ahead of this trend.
Point 25 For one off investments the savings are immediate and continuous year on year.		no		no		I'm thoroughly enjoying them and getting everyone's different points of view.  The running of the meeting is very good.

		8/1/2020 16:28:44		121		Supportive		Very Supportive		Supportive		Very Supportive		Supportive		Supportive		Supportive		Supportive		Very Supportive		Do not support		Not very supportive		Very Supportive		1.Roll out our Smart Street initiative to enable targeted customers to save up to £60 on their bill through energy efficiency measures, 2.Reducing the overall risk of the network in the long-term through replacing more old equipment before it fails, 12.Further improve our protection against cyber attacks		Very important too the future of the northwest		How much of the network  has been changed read for the carbon zero future we need to achieve		Very good as I have lived in Greater Manchester for last 15 years and have had very few issues		Very Supportive		Very Supportive		Not very supportive		Supportive		Not very supportive		Not very supportive		Very Supportive		Do not support		Supportive		13.Reduce the time taken to complete road repairs after faults, 18.Visit vulnerable customers ahead of any planned power cuts, 19.Establish a fund for customers in vulnerable situations		Very important issues due to living  and working in areas that are deeply affect by poverty and have high rate of vunberable old people living here that only have electricity with no gas in there properties.		Write/email customers about planned work		Better than I fought it would of been		Very Supportive		Supportive		Supportive		Supportive		Supportive		Very Supportive		Supportive		Supportive		Supportive		Not very supportive		Very Supportive		22.Proactively increase the capacity of the network to enable new technologies such as electric vehicles to connect, 27.Install electric vehicle charging points in areas that don’t have them, 32.Extend the community energy fund to help community groups looking to develop local generation scheme		We need to do these things to get ready for the way society will change and every community will need help to adapt to area ready for the future		To maybe work with public transport to help encourage more electric/carbon neutral travel		Could do better and think more for the future now		Very interesting and informative

		8/1/2020 16:30:37		121		Supportive		Very Supportive		Supportive		Very Supportive		Supportive		Supportive		Supportive		Supportive		Very Supportive		Do not support		Not very supportive		Very Supportive		1.Roll out our Smart Street initiative to enable targeted customers to save up to £60 on their bill through energy efficiency measures, 2.Reducing the overall risk of the network in the long-term through replacing more old equipment before it fails, 12.Further improve our protection against cyber attacks		Very important too the future of the northwest		How much of the network  has been changed read for the carbon zero future we need to achieve		Very good as I have lived in Greater Manchester for last 15 years and have had very few issues		Very Supportive		Very Supportive		Not very supportive		Supportive		Not very supportive		Not very supportive		Very Supportive		Do not support		Supportive		13.Reduce the time taken to complete road repairs after faults, 18.Visit vulnerable customers ahead of any planned power cuts, 19.Establish a fund for customers in vulnerable situations		Very important issues due to living  and working in areas that are deeply affect by poverty and have high rate of vunberable old people living here that only have electricity with no gas in there properties.		Write/email customers about planned work		Better than I fought it would of been		Very Supportive		Supportive		Supportive		Supportive		Supportive		Very Supportive		Supportive		Supportive		Supportive		Not very supportive		Very Supportive		22.Proactively increase the capacity of the network to enable new technologies such as electric vehicles to connect, 27.Install electric vehicle charging points in areas that don’t have them, 32.Extend the community energy fund to help community groups looking to develop local generation scheme		We need to do these things to get ready for the way society will change and every community will need help to adapt to area ready for the future		To maybe work with public transport to help encourage more electric/carbon neutral travel		Could do better and think more for the future now		Very interesting and informative

		8/1/2020 16:36:42		136		Very Supportive		Supportive		Very Supportive		Supportive		Supportive		Not very supportive		Very Supportive		Very Supportive		Very Supportive		Not very supportive		Supportive		Not very supportive		1.Roll out our Smart Street initiative to enable targeted customers to save up to £60 on their bill through energy efficiency measures, 4.Improve reliability in areas with the most customers in fuel poverty, 9.Replace the internal cables in high rise buildings to reduce fire risk		1: I learned a lot about what this means for us today but I'd love to hear more about it. I've never seen any type of public reference to this initiative and I think it would benefit everyone that uses ENW, no less allowing extra costs to improve every other initiative there is
4. I'm unsure of what fuel poverty really means
9. I'm curious to know why this has not been done already considering the risk is known about. No less the case of Grenfell. This could ruin so many lives, potentially even lose lives, and I think it needs to be addressed why this is up for debate instead of being done automatically.		N/A		N/A		Supportive		Supportive		Very Supportive		Not very supportive		Very Supportive		Supportive		Very Supportive		Very Supportive		Supportive		15.Increase the levels of compensation we pay for service failures, 19.Establish a fund for customers in vulnerable situations, 21.Run more extensive awareness campaigns eg on safety		15: as someone effected by what Paul called the worst case ENW have dealt with, no less someone who received 0 compensation, I'd love to understand and know that this is something being sincerely considered. In that year, no less being christmastime, losing all of the food we had was detrimental especially as a household that's poor. We didnt receive any compensation for something out of our control.
19: I'm curious about exactly what type of fund this is and what it entails.
21: I'm curious to know what we can actually do to increase safety. Of course about making sure to use electricals with outlets that are able to carry enough voltage etc, but I fail to see how a lot of safety issues fall on us as a customer rather than ENW		N/A		N/A		Very Supportive		Very Supportive		Supportive		Very Supportive		Very Supportive		Very Supportive		Supportive		Supportive		Very Supportive		Very Supportive		Very Supportive		22.Proactively increase the capacity of the network to enable new technologies such as electric vehicles to connect, 26.Move overhead lines underground in areas where they spoil the view, 30.Share more of the cost of connecting renewable generation across all customers		22: I think this would really send a kickstart to inviting people that don't really understand a lot about electric vehicles to get on board. It's definitely worth considering in a business model since it would clear up a lot of public confusion and hesitance and make it more comfortable of a choice
26: I think this one is interesting, since wherever these cables are will be in more rural areas. I think them being underground would not only make the view better again but also really improve rural-living's service reliability. I do think it's time to protect what we have right now, too. 
30: I wasn't entirely sure what this meant. I think that the cost of eco-friendly(ish) power is spread across more customers than just the ones receiving the service? I may be wrong but I chose this to hopefully understand more about what it means		N/A		N/A		They're a good summary :) I'd love that if in this area of the form there's room for giving feedback on the session we had - I think it was there last week? But I think it would help a lot of people out to share concerns in advance/in an easier way

		8/1/2020 16:41:04		149		Very Supportive		Supportive		Supportive		Very Supportive		Not very supportive		Do not support		Very Supportive		Supportive		Very Supportive		Supportive		Not very supportive		Not very supportive		1.Roll out our Smart Street initiative to enable targeted customers to save up to £60 on their bill through energy efficiency measures, 7.Improve reliability for those customers receiving the worst service (multiple power cuts), 9.Replace the internal cables in high rise buildings to reduce fire risk		1. I feel if Smart Street was rolled out, saving customers £60 per year you would then be in a position to increase your annual charge to rectify all issues.....everyone happy. 
7. Listening to someone else in our group who lives in a rural area who suffers regular power cuts. I felt sorry for him and know I would not want to experience that level of disruption.
9. For obvious reasons.....no customers should be at risk. This should be a priority.		No		I was surprised that just adding a small amount to each bill could rectify so many issues.		Supportive		Not very supportive		Supportive		Not very supportive		Very Supportive		Supportive		Very Supportive		Do not support		Do not support		15.Increase the levels of compensation we pay for service failures, 17.Proactively contact our most vulnerable customers more frequently through employing more staff, 19.Establish a fund for customers in vulnerable situations		15. I’m interested in knowing what % is this pot and how much you want to increase it by and how much is spent annually.
17. I feel all organisations should prioritise their vulnerable customers/service users. And I’d be interested In knowing what you offer them During these calls. Is it just to inform them there’s going to be a power cut.
19. This sounds like a fantastic idea. Is it already in place?		No		No		Very Supportive		Very Supportive		Very Supportive		Very Supportive		Very Supportive		Very Supportive		Very Supportive		Very Supportive		Very Supportive		Very Supportive		Very Supportive		26.Move overhead lines underground in areas where they spoil the view, 31.Improve biodiversity at our substations through planting schemes etc., 32.Extend the community energy fund to help community groups looking to develop local generation scheme		26. I’d be interested in knowing how long this would take and how much it would cost.
31. How viable is this?
32. This one really interests me. This is the kind of thing I would love to be apart of in my community. I thing this could have a massive impact on making people more aware therefore wasting less energy therefore saving more money. Win, win, situation.		No		No		Really informative and explained well. Plain and simple, which helps the likes of me.

		8/1/2020 16:43:03		110		Very Supportive		Not very supportive		Not very supportive		Supportive		Not very supportive		Not very supportive		Supportive		Supportive		Supportive		Very Supportive		Not very supportive		Not very supportive		1.Roll out our Smart Street initiative to enable targeted customers to save up to £60 on their bill through energy efficiency measures, 8.Improve flood defences at major sites to minimise the risk of disruption during storms, 10.Keep overall risk of the network where it is today with same number of power cuts		I feel the overall service provided by ENW is very good and now its time to invest in becoming more SMART.  Its time to invest in how we can move forward with Smart technology.		I was expecting more innovation.  Something more exciting.  Technology is rapidly improving and changing and we need more ideas and ways to become SMART.  I was expecting something (not sure what) new and amazing.  My question to ENW is how do you plan to innovate in the future?  How do we compete with not just other distributors but other countries?				Supportive		Not very supportive		Supportive		Supportive		Very Supportive		Not very supportive		Supportive		Do not support		Do not support		13.Reduce the time taken to complete road repairs after faults, 15.Increase the levels of compensation we pay for service failures, 17.Proactively contact our most vulnerable customers more frequently through employing more staff		More can be done for the vulnerable, especially as it doesn't even cost much to do so.  I feel it is a service needed in this day and age.		No				Supportive		Do not support		Supportive		Very Supportive		Supportive		Supportive		Not very supportive		Supportive		Supportive		Supportive		Very Supportive		30.Share more of the cost of connecting renewable generation across all customers, 31.Improve biodiversity at our substations through planting schemes etc., 32.Extend the community energy fund to help community groups looking to develop local generation scheme		32)  Sounds very interesting but i don't know enough about it to have an opinion, therefore would like to learn more about it.  Thank you.		More innovation, ideas and ways to be able to keep performance levels high to meet the demands of the changing world we live in.				Very interesting and informative.  Thank You

		8/1/2020 16:43:22		104		Supportive		Very Supportive		Very Supportive		Supportive		Very Supportive		Supportive		Supportive		Supportive		Supportive		Supportive		Very Supportive		Very Supportive		2.Reducing the overall risk of the network in the long-term through replacing more old equipment before it fails, 5.Reduce the frequency of power cuts, 11.Install additional security protection at major sites		Because they all Investments		No		I think there performance is Excellent		Supportive		Supportive		Supportive		Supportive		Very Supportive		Very Supportive		Very Supportive		Supportive		Supportive		14.Reduce the number of times we deliberately turn the power off for work through using more generators, 17.Proactively contact our most vulnerable customers more frequently through employing more staff, 18.Visit vulnerable customers ahead of any planned power cuts		Vulnerability is a Big Issue these days		No		No		Supportive		Supportive		Supportive		Very Supportive		Supportive		Supportive		Supportive		Supportive		Supportive		Very Supportive		Very Supportive		25.Invest to reduce losses (electricity lost during transmission that needs to be paid for and has a carbon impact), 26.Move overhead lines underground in areas where they spoil the view, 32.Extend the community energy fund to help community groups looking to develop local generation scheme		These are Investment and Impact Security as well		No		No		I think they are informative

		8/1/2020 16:43:56		123		Not very supportive		Very Supportive		Supportive		Not very supportive		Not very supportive		Do not support		Supportive		Do not support		Do not support		Do not support		Very Supportive		Very Supportive		2.Reducing the overall risk of the network in the long-term through replacing more old equipment before it fails, 3.Improve resilience of rural areas to storms by putting power lines underground, 7.Improve reliability for those customers receiving the worst service (multiple power cuts)		2, because if you don't start investing now, it's going to cost a lot more in the future a) because there will be more to do and b) inflation		No		It seems to be above average for the country as a whole		Very Supportive		Do not support		Do not support		Not very supportive		Do not support		Do not support		Do not support		Do not support		Do not support		13.Reduce the time taken to complete road repairs after faults, 14.Reduce the number of times we deliberately turn the power off for work through using more generators, 19.Establish a fund for customers in vulnerable situations		13, because that affects most people either as drivers or pedestrians, and it's very annoying to see holes in the road/pavements and nobody working there. 14, seems logical and 19, because I'd like to know more about what you have in mind. How would it work, be funded, be administered and for whose benefit.		No		Again, they seem to be satisfying most of the people most of the time		Very Supportive		Supportive		Supportive		Very Supportive		Do not support		Do not support		Do not support		Supportive		Do not support		Do not support		Do not support		22.Proactively increase the capacity of the network to enable new technologies such as electric vehicles to connect, 25.Invest to reduce losses (electricity lost during transmission that needs to be paid for and has a carbon impact), 29.Proactively cut dead or dying trees that may affect overhead lines instead of waiting for the landowner to do so		22. If you are not proactive now, it will cost a lot more in the future. 25. to save money (in the long run), 29 same as 25		No		No		The workshops are both interesting and informative. They highlight the areas which are of most concern to most people, as well as a plethora of individual opinions on how and where the remaining resources should be applied (after the items of most concern)

		8/1/2020 16:48:57		148		Very Supportive		Very Supportive		Not very supportive		Supportive		Supportive		Not very supportive		Not very supportive		Not very supportive		Supportive		Not very supportive		Supportive		Very Supportive		1.Roll out our Smart Street initiative to enable targeted customers to save up to £60 on their bill through energy efficiency measures, 2.Reducing the overall risk of the network in the long-term through replacing more old equipment before it fails, 12.Further improve our protection against cyber attacks		I believe there needs to be investment in the future issues we will be facing; increasing climate issues, reliance on electricity and cyber safety/security (so much is now vulnerable to hackers and could bring a country to its knees) . These choices fit most with my major concerns		No		They should be striving to top the polls not sit near the bottom, if that takes money then distribute that cost fairly among those with the ability to pay for it.		Very Supportive		Supportive		Not very supportive		Not very supportive		Not very supportive		Supportive		Very Supportive		Not very supportive		Not very supportive		13.Reduce the time taken to complete road repairs after faults, 18.Visit vulnerable customers ahead of any planned power cuts, 19.Establish a fund for customers in vulnerable situations		These affect the vulnerable and the environment which seem most prescient.		No		No		Very Supportive		Supportive		Supportive		Very Supportive		Not very supportive		Not very supportive		Not very supportive		Not very supportive		Not very supportive		Supportive		Very Supportive		22.Proactively increase the capacity of the network to enable new technologies such as electric vehicles to connect, 25.Invest to reduce losses (electricity lost during transmission that needs to be paid for and has a carbon impact), 32.Extend the community energy fund to help community groups looking to develop local generation scheme		These are the big things I think will help the environment most, even were the cost is significant.		No		No		Connection issues can be excused, some people seem to need more assistance with the technology, this should be offered outside the meetings. The time available seems to go very quickly.

		8/1/2020 17:08:00		105		Supportive		Very Supportive		Supportive		Supportive		Supportive		Do not support		Supportive		Supportive		Very Supportive		Do not support		Supportive		Supportive		1.Roll out our Smart Street initiative to enable targeted customers to save up to £60 on their bill through energy efficiency measures, 2.Reducing the overall risk of the network in the long-term through replacing more old equipment before it fails, 7.Improve reliability for those customers receiving the worst service (multiple power cuts)		No 1, in the long run this will not only save energy but will also help those in poorer areas, No 2  this makes business sense to improve overall functionality to all customers and businesses, No 7, in this century nobody should be suffering with poor reliability, let alone no electricity						Supportive		Supportive		Not very supportive		Very Supportive		Very Supportive		Supportive		Very Supportive		Do not support		Not very supportive		16.Invest in extra staff to speed up completion of new connections, 17.Proactively contact our most vulnerable customers more frequently through employing more staff, 19.Establish a fund for customers in vulnerable situations		To improve customer service levels to all, to help those most vulnerable to ensure good customer service and care in the community						Very Supportive		Supportive		Supportive		Very Supportive		Not very supportive		Very Supportive		Very Supportive		Do not support		Not very supportive		Not very supportive		Not very supportive		22.Proactively increase the capacity of the network to enable new technologies such as electric vehicles to connect, 25.Invest to reduce losses (electricity lost during transmission that needs to be paid for and has a carbon impact), 27.Install electric vehicle charging points in areas that don’t have them		Government initiative to go electric is prominent therefore ENW will have no choice but to follow suit, better to investigate now and be proactive in these areas.  Reduction of losses is a given - to be energy efficient and show care to the community and environment

		8/1/2020 17:13:28		103		Not very supportive		Very Supportive		Supportive		Do not support		Supportive		Do not support		Supportive		Supportive		Supportive		Do not support		Not very supportive		Supportive		2.Reducing the overall risk of the network in the long-term through replacing more old equipment before it fails, 7.Improve reliability for those customers receiving the worst service (multiple power cuts), 9.Replace the internal cables in high rise buildings to reduce fire risk		2.  Will be interesting to hear more about what is required to improve the network. 7. I feel strongly that everyone is entitled to the same level of service.  This is a fundamental requirement for all in terms of a comfortable lifestyle, and it is only fair that each customer paying for the service is treated the same.  9.  I would like to know more about how big a risk this is.  We are being ask to make decisions on some items that we do not yet have the full information on.  It would be good for ENW to highlight some of the areas where priorities have been identified (not just by them but external parties).  Are there any particular issues that are particularly problematical/could require urgent attention in the next few years in their opinion or in others?  That might help us prioritise better.		No - only some guidance on areas of particular concern as noted above		Nothing comes to mind		Very Supportive		Supportive		Do not support		Not very supportive		Not very supportive		Do not support		Do not support		Do not support		Supportive		13.Reduce the time taken to complete road repairs after faults, 14.Reduce the number of times we deliberately turn the power off for work through using more generators, 19.Establish a fund for customers in vulnerable situations		13. It is an important issue affecting road congestion and safety, as well as businesses.  14.  I would like to know how big an issue this is.  How often and why, and in what areas this happens.  I don't recall it happening to me but maybe it affects others more severely.  19.  I am not supportive of this but would like to investigate whether I am being hard-hearted and whether there are compelling reasons for me to change my mind		No		No personal experience as a customer, so unable to comment.  But I am impressed with their public engagement in organising this sort of panel.		Not very supportive		Not very supportive		Supportive		Very Supportive		Supportive		Not very supportive		Supportive		Supportive		Very Supportive		Supportive		Supportive		24.Reduce the risk of oil leakage from some of our old cables by replacing them early, 25.Invest to reduce losses (electricity lost during transmission that needs to be paid for and has a carbon impact), 32.Extend the community energy fund to help community groups looking to develop local generation scheme		For all: each of these areas interests me and I would like to know what the extent of the problem is for 24 and 25.  Also, how many community schemes are there for 32 and what impact do they have overall on generation		No - only to say that there is not enough detail around the activities listed to make an informed decision and prioritise effectively.  I feel I am making judgement calls at this stage with scant knowledge but I am guessing this will change as we explore more at future panel meetings.		I do not know enough about what they do to make any comment.  Again more information on current activity and priority levels in relation to environmental issues would be very helpful.		I am really enjoying them.  They are very well-facilitated and the topics are made very accessible and interesting to the lay person.  But I am a little concerned that we might be being asked to make judgements on things that we have little knowledge of.

FROM ANOTHER BOX
We are being ask to make decisions on some items that we do not yet have the full information on.  It would be good for ENW to highlight some of the areas where priorities have been identified (not just by them but external parties).  Are there any particular issues that are particularly problematical/could require urgent attention in the next few years in their opinion or in others?  That might help us prioritise better.

		8/1/2020 17:28:23		107		Not very supportive		Very Supportive		Supportive		Supportive		Supportive		Supportive		Very Supportive		Very Supportive		Supportive		Do not support		Supportive		Supportive		2.Reducing the overall risk of the network in the long-term through replacing more old equipment before it fails, 7.Improve reliability for those customers receiving the worst service (multiple power cuts), 12.Further improve our protection against cyber attacks		2- I think it is better to be proactive and start to replace the system before it fails as this has an impact on getting a more reliable service in the future.
7- I think starting in areas that get the worst service now is of benefit to everyone as even if our area gets good service we all end up having to pay the costs of dealing with power cuts in other areas.
12- In this changing world where everyone is at risk from cyber crime I think it is essential that ENW are working towards a more robust system to reduce the risk.		I was surprised that there was no mention of the impact on the natural environment surrounding these major upgrading works. ie: impact on habitat ect.		So far from what I have learnt being part of this panel I think you are doing a good job within the spending constraints you have.		Very Supportive		Supportive		Not very supportive		Supportive		Supportive		Supportive		Very Supportive		Supportive		Supportive		13.Reduce the time taken to complete road repairs after faults, 19.Establish a fund for customers in vulnerable situations, 21.Run more extensive awareness campaigns eg on safety		13- roadworks impact traffic slowing things down and creating more carbon emissions from standing traffic, local businesses lose money.
19- Having a fund that could be used in emergencies for vulnerable people would help to speed up responses to peoples needs when they most need it.
21- A lot of people have no idea what you do I know I didn't before doing this. You could also make people aware of safety, how to save electricity and money and what to do in an emergency.				So far you seem to compare well with other areas but there is always room for improvement		Very Supportive		Supportive		Very Supportive		Very Supportive		Supportive		Supportive		Supportive		Supportive		Not very supportive		Supportive		Supportive		22.Proactively increase the capacity of the network to enable new technologies such as electric vehicles to connect, 24.Reduce the risk of oil leakage from some of our old cables by replacing them early, 25.Invest to reduce losses (electricity lost during transmission that needs to be paid for and has a carbon impact)		22- Electric cars will be the increasing it makes sense to start building a system that will support this in the future
24- Oil leakage has a major impact on the environment so I think it is essential to remove the risk as much as possible
25-Reducing electricity losses will help to reduce our carbon footprint so its essential for the future						Very enjoyable

		8/1/2020 17:39:27		115		Supportive		Very Supportive		Not very supportive		Not very supportive		Not very supportive		Do not support		Not very supportive		Supportive		Do not support		Not very supportive		Supportive		Very Supportive		1.Roll out our Smart Street initiative to enable targeted customers to save up to £60 on their bill through energy efficiency measures, 3.Improve resilience of rural areas to storms by putting power lines underground, 12.Further improve our protection against cyber attacks		Cyber attacks will become the new form of warfare and is available to individuals as well as governments. Rural areas are more severely affected by power outages,so putting the cables underground makes commercial sense. Paul provided more information to our group about the Smart Street system and it seems sensible to start the roll out and continue it as quickly as possible so the tech can be available to all. 12, 3 and 1 referred to respectively.		ENW partnerships with other agencies to promote their environmental policies/strategies.		As far as I am aware it is more than acceptable and they seem to be conscious of their areas requiring improvement.		Not very supportive		Do not support		Do not support		Not very supportive		Do not support		Not very supportive		Very Supportive		Do not support		Not very supportive		19.Establish a fund for customers in vulnerable situations		I am only supportive of the emergency fund for customers in vulnerable situations as this will have a meaningful impact and provide the best value for money.		Nothing I can think of.		Everything seems as up to scratch as it should be. They may be in danger of pandering to the needs of people who do not necessarily need such a high level of support and this should be carefully considered.		Very Supportive		Not very supportive		Supportive		Very Supportive		Supportive		Supportive		Not very supportive		Not very supportive		Do not support		Supportive		Not very supportive		22.Proactively increase the capacity of the network to enable new technologies such as electric vehicles to connect, 24.Reduce the risk of oil leakage from some of our old cables by replacing them early, 25.Invest to reduce losses (electricity lost during transmission that needs to be paid for and has a carbon impact)		22. We need to ensure every part of society is moving forward at least at pace with the rest of the world. This is a major influencing factor in the UK's ability to match other nations future proofing efforts. 24. The damage done by oil leaks is incompatible and everything within ENW's power should be done to prevent these. 25. Clearly any loss of energy is an issue and preventing this will impact bills as well the environment.		I would expect to see funding for any wildlife/areas occupied by animals affected by expansion and improvement of the network.		They seem very aware of their responsibility but there remains significant questions on their ability to act on them.		Very good set up, the time flies but that is never a bad thing. Happy to be involved.

		8/1/2020 17:55:07		84243096930		Not very supportive		Very Supportive		Very Supportive		Supportive		Supportive		Not very supportive		Very Supportive		Very Supportive		Supportive		Supportive		Very Supportive		Supportive		2.Reducing the overall risk of the network in the long-term through replacing more old equipment before it fails, 4.Improve reliability in areas with the most customers in fuel poverty, 8.Improve flood defences at major sites to minimise the risk of disruption during storms		1 by replacing old for new equipment this would go somewhere in reducing the problems of the faults that need tens of pence investment by each household 
2 for people living on the bread we must ensure they are treated fairly when it comes to energy 
3 just to ensure we're doing all we can in case of any disaster		No		They seem to be doing I feel to the best of their ability but just need to inform customers that they do exist		Very Supportive		Supportive		Not very supportive		Not very supportive		Supportive		Not very supportive		Not very supportive		Not very supportive		Very Supportive		13.Reduce the time taken to complete road repairs after faults, 14.Reduce the number of times we deliberately turn the power off for work through using more generators, 21.Run more extensive awareness campaigns eg on safety		13 it's annoying when going on any journeys and you are delayed by road works
21 ENW is a big company but I think not that many know that they exist or what services they do but may if they put out some health and safety info this would highlight safety problems and also promote the company		No		No		Supportive		Supportive		Supportive		Not very supportive		Supportive		Supportive		Not very supportive		Supportive		Not very supportive		Supportive		Supportive		22.Proactively increase the capacity of the network to enable new technologies such as electric vehicles to connect, 29.Proactively cut dead or dying trees that may affect overhead lines instead of waiting for the landowner to do so, 32.Extend the community energy fund to help community groups looking to develop local generation scheme		22 we need to get ready for the future and also the increase in electric cars		No		No		No

		8/1/2020 18:11:44		145		Very Supportive		Very Supportive		Very Supportive		Very Supportive		Very Supportive		Very Supportive		Very Supportive		Very Supportive		Very Supportive		Do not support		Very Supportive		Very Supportive		1.Roll out our Smart Street initiative to enable targeted customers to save up to £60 on their bill through energy efficiency measures, 4.Improve reliability in areas with the most customers in fuel poverty, 9.Replace the internal cables in high rise buildings to reduce fire risk		1. Any saving made on any outgoings would be a boost, especially to pensioners and others on a low income.
4. I would be interested to learn how this would work, in my understanding of  the phrase fuel poverty, is the inability to pay for fuel, therefore having to make the choice to eat or heat. The reliability of the electric supply will not stop this.
9. A fire in a high rise building could be a disaster, as was seen at Grenfell tower, anything to reduce this risk is essential.		electric cars and the availability of power points to charge them.		We heard last time about the 105 number for vulnerable customers, while this is a great service to offer, It needs to be advertised more, I have spoken to a lot of people since the meeting and nobody had heard of this service.		Very Supportive		Very Supportive		Very Supportive		Very Supportive		Very Supportive		Supportive		Very Supportive		Very Supportive		Very Supportive		13.Reduce the time taken to complete road repairs after faults, 17.Proactively contact our most vulnerable customers more frequently through employing more staff, 19.Establish a fund for customers in vulnerable situations		13. Roadworks in general cause disruption and a knock on effect if there is an accident or in rush hour, so the quicker it is completed the better.
17. It is essential that the most vulnerable are kept informed of things such as electric being turned off, as some vulnerable people may have medical equipment that rely on electricity, (I have a defibrillator/pacemaker implant that has an electric monitor that sends information on my heart function to the hospital) stairlifts etc, or just something basic like filling a flask for a drink. I don't think a visit would be appropriate in all circumstances, as older people might be worried about somebody coming round, unless an appointment was made previously so they can check with the company to ensure the caller is genuine.
19. I know a woman who had to spend a couple of days at her parents house with a young baby because she had a prepayment key, and had no money to top up her electric, so feel strongly that something should be done to help people like this.						Very Supportive		Not very supportive		Very Supportive		Very Supportive		Very Supportive		Very Supportive		Supportive		Very Supportive		Supportive		Supportive		Very Supportive		22.Proactively increase the capacity of the network to enable new technologies such as electric vehicles to connect, 29.Proactively cut dead or dying trees that may affect overhead lines instead of waiting for the landowner to do so, 32.Extend the community energy fund to help community groups looking to develop local generation scheme		22. Electric cars are becoming more popular and are better for the environment, but my concern with these is that a high percentage of the cost of petrol is tax, how are the government going to recoup the money lost in taxes, is it an overall increase in electricity for everyone? It could be collected at power points, but if someone is charging the car at home, how do they differentiate between regular household use and charging a car?
29. Obviously by removing the dead or dying trees could save a lot in repairs, but what would be the legalities of this, eg. trespassing?
32. I feel this could bring communities together and help them save money in the long term,				It is something that I have never heard about previously and feel that it could be good for communities as well as the environment.		I have enjoyed taking part, I have also learned a lot, previously I paid for my electric top up (prepaid key) used it and never gave it a second thought as to how it got to my flat.

		8/1/2020 18:45:02		116		Supportive		Very Supportive		Supportive		Supportive		Supportive		Not very supportive		Very Supportive		Very Supportive		Very Supportive		Do not support		Supportive		Supportive		1.Roll out our Smart Street initiative to enable targeted customers to save up to £60 on their bill through energy efficiency measures, 3.Improve resilience of rural areas to storms by putting power lines underground, 7.Improve reliability for those customers receiving the worst service (multiple power cuts)		1. I'm not aware of this initiative so would be interested to find out how it can save money and be efficient.
7. Reliability should be the same for all considering all customers have to pay the same amount to ENW. Those having the most power cuts surely have as much right as others if not more to make improving their service a priority.
3. I'd like to find out more about this with regards to feasibility. What would it involve? What about the environmental impact? How would wildlife be affected? Would it make a major difference to the supply in rural areas ?		no		no		Not very supportive		Not very supportive		Do not support		Not very supportive		Supportive		Supportive		Very Supportive		Do not support		Very Supportive		16.Invest in extra staff to speed up completion of new connections, 19.Establish a fund for customers in vulnerable situations, 21.Run more extensive awareness campaigns eg on safety		16. I know very little about new connections and the work involved so I'd like the opportunity to find out more.
19. A fund for vulnerable situations could help customers in rural areas, those in fuel poverty and those facing unpredictable events such as storm damage. 
21. Awareness campaigns could cover many topics. Information regarding ENW and what they do would be a good starting point. More awareness of assistance for vulnerable customers, safety information, environmental issues and keeping customers up to date with new projects and price increases could all be covered.		no		no		Do not support		Do not support		Very Supportive		Very Supportive		Do not support		Not very supportive		Not very supportive		Not very supportive		Do not support		Supportive		Very Supportive		24.Reduce the risk of oil leakage from some of our old cables by replacing them early, 25.Invest to reduce losses (electricity lost during transmission that needs to be paid for and has a carbon impact), 32.Extend the community energy fund to help community groups looking to develop local generation scheme		24. Firstly I wasn't aware that electricity cables could leak oil. We should be aware of the consequences of this and therefore I'd like to find out more. If they are replaced early then it would avoid urgent attention and customer inconvenience at a later date. Also, I'm sure it would benefit the environment.
25. Investing to reduce losses must be something that's given more consideration. There are cost implications which cannot be offset. Are customers made aware of this? Is this at all avoidable? What is the carbon impact?
32. Any grant or government funding surely must be used? If there is a chance to extend it, and to develop more local generation customers are likely to be interested in knowing more.		no		no		Today we saw presentations that listed bullet points. I understand this to be standard practice. However there have been questions today regarding initiatives that I and others were not aware of. No one in our group knew for certain what fuel poverty referred to. Nor did we know about the Smart Street Initiative. If there are schemes mentioned we really do need an understanding of them before we are asked to comment.

		8/2/2020 7:43:19		127		Supportive		Supportive		Supportive		Supportive		Supportive		Supportive		Supportive		Very Supportive		Very Supportive		Supportive		Supportive		Very Supportive		8.Improve flood defences at major sites to minimise the risk of disruption during storms, 9.Replace the internal cables in high rise buildings to reduce fire risk, 12.Further improve our protection against cyber attacks		8 with weather changes happening it may be come a long term problem.
9. as a result of past fires in tower blocks another long term problem
12. As a nation we could be targeted in the future		No		Not at this time.		Supportive		Not very supportive		Not very supportive		Supportive		Very Supportive		Very Supportive		Supportive		Supportive		Supportive		17.Proactively contact our most vulnerable customers more frequently through employing more staff, 18.Visit vulnerable customers ahead of any planned power cuts, 21.Run more extensive awareness campaigns eg on safety		17, 18 very important to protect vulnerable customers, and those who struggle with the internet.		No		Not at this time		Very Supportive		Supportive		Not very supportive		Not very supportive		Not very supportive		Supportive		Not very supportive		Very Supportive		Supportive		Supportive		Supportive		22.Proactively increase the capacity of the network to enable new technologies such as electric vehicles to connect, 23.Only buy electric vehicles from now on, 29.Proactively cut dead or dying trees that may affect overhead lines instead of waiting for the landowner to do so		22, 23, just to be better informed on these issues, which will become more important in the future
29 just to be proactive on this problem		No		No		Am enjoying them and learning, whats involved with supplying our power today and in the future

		8/2/2020 10:21:48		109		Supportive		Very Supportive		Supportive		Supportive		Not very supportive		Do not support		Very Supportive		Supportive		Supportive		Very Supportive		Supportive		Very Supportive		1.Roll out our Smart Street initiative to enable targeted customers to save up to £60 on their bill through energy efficiency measures, 2.Reducing the overall risk of the network in the long-term through replacing more old equipment before it fails, 12.Further improve our protection against cyber attacks		I think I would need further information, currently they interested me to improve the service and future proof it.		Nothing that I can think of.		How performance is measured? what are the standards set by Ofgem and what standards are set by ENW. What investment is made in staff training?		Very Supportive		Supportive		Not very supportive		Very Supportive		Very Supportive		Supportive		Supportive		Not very supportive		Supportive		16.Invest in extra staff to speed up completion of new connections, 19.Establish a fund for customers in vulnerable situations, 21.Run more extensive awareness campaigns eg on safety		staff training and investment is important to me in this economical climate, Where ENW could potentially offer more apprenticeships to support younger generations to gain employment		Nothing I can think of		I am interested in how performance is driven is this just through Ofgem targets?  I do not agree with having a 24 complaints line.  As long as key Service Level agreements are determined and met. There should not be any need for this.		Very Supportive		Supportive		Supportive		Very Supportive		Not very supportive		Very Supportive		Supportive		Supportive		Supportive		Do not support		Very Supportive		22.Proactively increase the capacity of the network to enable new technologies such as electric vehicles to connect, 25.Invest to reduce losses (electricity lost during transmission that needs to be paid for and has a carbon impact), 27.Install electric vehicle charging points in areas that don’t have them		All above are important to me so very difficult to chose.		no		could I have more information on point no. 31. Improve biodiversity at substations.  My connection was very good so I may have missed this point.		I found the slides this week extremely difficult to take in.  It was a lot of information all I one time.  I did receive the first presentation that Paul delivered before hand as I reasonable adjustment and would have been helpful if I had received it to try and process the information. Also the font is extremely small so difficult to read. 
I found it stressful this week due to connection so I am hoping it will be better next time as I felt like I was always trying to catch up.

		8/2/2020 10:55:16		122		Very Supportive		Supportive		Supportive		Very Supportive		Supportive		Supportive		Supportive		Very Supportive		Very Supportive		Not very supportive		Not very supportive		Very Supportive		1.Roll out our Smart Street initiative to enable targeted customers to save up to £60 on their bill through energy efficiency measures, 3.Improve resilience of rural areas to storms by putting power lines underground, 12.Further improve our protection against cyber attacks		1. using smart technology seems common sense as long as we all save money and not just a few select customers.
3. It must be extremely frustrating for people in rural areas who suffer from power cuts during storms. Therefore in those areas it seems sensible to put cables underground and could in the long term prove cost effective rather than repairing when there is a storm
3. We have seen the damage cyber attacks can do when computer networks in major organisations are hacked. Electricity is something we cannot do without so protection in this area is vital		No I have nothing to add but am sure as the sessions progress something will come to mind		I was delighted to see there performance was second best in the country		Very Supportive		Supportive		Supportive		Not very supportive		Not very supportive		Very Supportive		Supportive		Not very supportive		Supportive		13.Reduce the time taken to complete road repairs after faults, 18.Visit vulnerable customers ahead of any planned power cuts, 21.Run more extensive awareness campaigns eg on safety		1. We have all seen how disruptive repairs in our roads are to our daily lives .The traffic congestion to cars , buses  cyclists is extremely frustrating .Often the repairs are outside a row of shops  which prevents people from parking and pedestrians getting access to the shops. Thereby causing a loss of business.
18.Vulnerable customer should be given special treatment. It is important , as many may have disabilities, learning difficulties that they are made aware of the intended power cut so help can be given to them to cope with what could be a  very difficult time for them.
21. Until coming on this panel I knew nothing about the workings of ENW. Therefore we should all be made more aware of their role and particularly the plans for the future. There have been safety adverts in the past about the dangers of overhead power cables , but I cannot remember seeing any safety campaigns in recent times.		Not at present		Generally the performance levels are very good		Not very supportive		Not very supportive		Supportive		Supportive		Supportive		Not very supportive		Very Supportive		Very Supportive		Supportive		Not very supportive		Very Supportive		28.Reduce our own carbon footprint quickly by refurbishing our buildings and depots, 29.Proactively cut dead or dying trees that may affect overhead lines instead of waiting for the landowner to do so, 32.Extend the community energy fund to help community groups looking to develop local generation scheme		28.We have all seen building / offices late ate nights with all their lights on. I am not suggesting ENW are guilty of this but as an energy organisation they have a responsibility to ensure the energy efficiency of all their buildings / depots.
29. This seems common sense to be proactive in removing potential items that could damage the cables. Whilst it might take legislation to allow ENW to go on private land it could save money in the long run.
32. I know nothing about this but is seems extremely sensible and would like to hear more about this.		Nothing to add		They seem to be going in the right direction		They have been extremely interesting so much so that the two hour sessions fly by.

		8/2/2020 11:02:03		146		Supportive		Supportive		Supportive		Very Supportive		Not very supportive		Not very supportive		Not very supportive		Supportive		Very Supportive		Not very supportive		Not very supportive		Not very supportive		1.Roll out our Smart Street initiative to enable targeted customers to save up to £60 on their bill through energy efficiency measures, 2.Reducing the overall risk of the network in the long-term through replacing more old equipment before it fails, 9.Replace the internal cables in high rise buildings to reduce fire risk		I'm less sure how to prioritise the street smart initiative - whilst some of the others seemed more obvious priorities, so would like to know more about it		Is any work done on identify areas of vulnerability -perhaps this could be on the list so that we know that investment is being made in the right place and targets the areas most likely to fail in the future - this work should continue to maximise cost effectiveness		No - overall it seems very good		Very Supportive		Supportive		Not very supportive		Not very supportive		Very Supportive		Not very supportive		Supportive		Do not support		Not very supportive		13.Reduce the time taken to complete road repairs after faults, 19.Establish a fund for customers in vulnerable situations, 21.Run more extensive awareness campaigns eg on safety		Although some seem obvious priorities it can be hard choosing priorities when you have no idea of the current position in respect of some of these and the cost of them too		No		As previously I think it is quite good		Supportive		Not very supportive		Supportive		Very Supportive		Do not support		Supportive		Not very supportive		Not very supportive		Not very supportive		Supportive		Supportive		22.Proactively increase the capacity of the network to enable new technologies such as electric vehicles to connect, 25.Invest to reduce losses (electricity lost during transmission that needs to be paid for and has a carbon impact), 32.Extend the community energy fund to help community groups looking to develop local generation scheme		Interested to learn more about waste and also about community energy fund		No		I'm unsure about how good this is - so hopefully will be better informed at next session		Really interesting! I would like to see a schedule for which topics will be covered at each of the sessions so that we have some idea what to expect

		8/2/2020 12:46:39		131		Not very supportive		Very Supportive		Very Supportive		Supportive		Supportive		Supportive		Very Supportive		Very Supportive		Very Supportive		Very Supportive		Supportive		Very Supportive		1.Roll out our Smart Street initiative to enable targeted customers to save up to £60 on their bill through energy efficiency measures, 2.Reducing the overall risk of the network in the long-term through replacing more old equipment before it fails, 9.Replace the internal cables in high rise buildings to reduce fire risk		I would like to know how the streets would be chosen and how they would work.  By what criteria would customers be targeted.  How would the system work on roads with multiple types f housing and multiple categories of occupants?I would like to know to what extent old equipment needs replacing and would replacements be greener and more efficient.  What does replacement entail?  Which areas would be targeted? Re high rise flats, to what extent do cables need replacing?  Would replacements be greener and more efficient?		Environmental issues		A little bit confused as after the first session I had the impression that ENW's was very good but not quite the same in 2nd session		Very Supportive		Supportive		Not very supportive		Supportive		Supportive		Do not support		Not very supportive		Not very supportive		Supportive		14.Reduce the number of times we deliberately turn the power off for work through using more generators, 16.Invest in extra staff to speed up completion of new connections, 21.Run more extensive awareness campaigns eg on safety		14.  I'd like to learn more about when this happens. 16 I'd like to know more about how this system works 21.  I'd like to know more about where and how this campaign would operate		No				Very Supportive		Very Supportive		Very Supportive		Very Supportive		Supportive		Supportive		Supportive		Very Supportive		Supportive		Supportive		Supportive		24.Reduce the risk of oil leakage from some of our old cables by replacing them early, 25.Invest to reduce losses (electricity lost during transmission that needs to be paid for and has a carbon impact), 30.Share more of the cost of connecting renewable generation across all customers		24 and 25 I would like to know the extent and cost of oil leakage  and loss during transmission.  I'd like to know more about 30		No				Sorry to re-iterate but I would find the workshops easier if I could see read the power-point presentations prior to the workshops.  I read slowly to digest information. I'm finding it difficult, frustrating and stressful trying to listen, read and write notes at the same time, during the workshops.  This results in my spending Sundays writing down from the power-point presentation in order to assimilate the information so that I can provide thought out responses to worksheet questions and to  give a good view of my thoughts and opinions on prioritiesetc

		8/2/2020 15:02:44		119		Supportive		Very Supportive		Very Supportive		Very Supportive		Supportive		Not very supportive		Very Supportive		Very Supportive		Very Supportive		Do not support		Not very supportive		Supportive		3.Improve resilience of rural areas to storms by putting power lines underground, 7.Improve reliability for those customers receiving the worst service (multiple power cuts), 8.Improve flood defences at major sites to minimise the risk of disruption during storms		These are 3 areas that I am quite passionate about due to where I live and I recognise can all be difficult as a result of the environment to tackle. 3. I am very concerned about rural areas being left behind due to it being more expensive/effortful to ensure that they're getting the same service as more urban areas. These can be more isolated areas as well, so not having access to a good network could exacerbate issues/risks that would not be as bad compared to inner city areas. 7. I think that it's fab to be improving services in general but we need to ensure that we're pulling everyone in to that and not leaving anyone behind that could lead to any disparities in access to the network. I think that it's better for everyone to have decent access rather than some having a fantastic service and others not doing so at all. 8. I remember Storm Desmond very well and the impact it had on our local community. With climate change become more intense, it's something that our local area really cares about so it would be good to hear more.		No		I think it seems pretty fair and I understand why things currently are the way that they are. I would certainly want to see more improvements for the areas with the worst service as I feel that there's quite a disparity between the worst and best served areas regarding reliability in the North West area. I feel that there should be a focus on the North and South Lakes for this area.		Supportive		Very Supportive		Very Supportive		Supportive		Supportive		Not very supportive		Very Supportive		Very Supportive		Supportive		14.Reduce the number of times we deliberately turn the power off for work through using more generators, 15.Increase the levels of compensation we pay for service failures, 19.Establish a fund for customers in vulnerable situations		14. I would be interested in finding out how this would work and how often we're having to deliberately turn the power off already, as if it's not that much then it doesn't seem like it would have much of an effect on customers.
15. I think this is a good way to motivate service improvements, but also to help customers who may have lost food due to freezers or have been financially impacted by the lost of service
19. I would be interested to see how this would be established and implemented, and what the proposals would be for it and how vulnerable customers would access it, know about it or be identified for it.		Not that come to mind, seems to cover a lot		It's great that it's improved in recent years and I hope it's a trend that continues/maintains!		Very Supportive		Very Supportive		Supportive		Very Supportive		Do not support		Very Supportive		Very Supportive		Do not support		Very Supportive		Very Supportive		Very Supportive		22.Proactively increase the capacity of the network to enable new technologies such as electric vehicles to connect, 27.Install electric vehicle charging points in areas that don’t have them, 32.Extend the community energy fund to help community groups looking to develop local generation scheme		22. It would be good to hear more on how we can increase the capacity of the network and how that works practically, just out of interest. 
27. I would be interested to know how many and where the charging points are already and what plans would look like for increasing these, so which areas had been identified as proposed areas to introduce them to.
32. I would like to hear more about the fund and what it's been involved in already and some of its successes. It would be good to know what the impact of it has been and how much is going in to it, how much community groups have engaged with it etc.		Not off the top of my head!		The performance in this area must be prioritised as without it, we can't hope to continue improving the performances of other areas.		They're really accessible and I'm enjoying them, thank you to Paul for patiently dealing with all the random questions and explaining things in simple terms that are probably really obvious but not to those asking! And I am grateful for the facilitators who make sure we keep to time and on topic, it's a hard job but you're doing it well :)

		8/2/2020 15:16:31		112		Not very supportive		Very Supportive		Supportive		Very Supportive		Supportive		Supportive		Very Supportive		Supportive		Not very supportive		Do not support		Supportive		Very Supportive		2.Reducing the overall risk of the network in the long-term through replacing more old equipment before it fails, 7.Improve reliability for those customers receiving the worst service (multiple power cuts), 12.Further improve our protection against cyber attacks		2 - replacing older equipment. Because by doing so, many of the objectives in relation to network reliability, reduction of power cuts will be addressed. 7 - Improve reliability for customers with worst service. Again this could be improved probably by investing in new equipment, but in the short term, efforts should be made to improve services for those who get worse than average service. 12- Protection against cyber attacks. It is evident that both Russia and China in particular are investing heavily in Cyber warfare. If hostilities break out, it will begin with cyber attacks on infrastructure,: mobile networks, power, defence systems etc. It would be foolish to play this down. For example we are fairly certain that Huawei has embedded spyware. How much does our power network rely on such equipment.		Nothing springs to mind.		It is good to see that ENW are among the best performers nationally.		Very Supportive		Very Supportive		Not very supportive		Not very supportive		Supportive		Supportive		Supportive		Not very supportive		Supportive		13.Reduce the time taken to complete road repairs after faults, 14.Reduce the number of times we deliberately turn the power off for work through using more generators, 18.Visit vulnerable customers ahead of any planned power cuts		13 - Road repairs. There doesn't seem to be any coordination between local authorities and utility companies. How often we see the roads resurfaced, only to find a short time later a utility company digging up the new surface. The repair work is often sub-standard with the repair surface breaking up after a heavy frost. In addition to reducing the time to complete repairs, they should be completed to an acceptable standard. 14 - It makes sense to install temporary generators when there is likely to be a disruptive outage. 18 - Visit or at least contact vulnerable customers ahead of planned outages. Maintain contact whilst work is carried out to manage customer expectations in respect of resumption of service.		Not really.		No		Very Supportive		Supportive		Supportive		Supportive		Not very supportive		Very Supportive		Supportive		Supportive		Very Supportive		Supportive		Supportive		22.Proactively increase the capacity of the network to enable new technologies such as electric vehicles to connect, 27.Install electric vehicle charging points in areas that don’t have them, 30.Share more of the cost of connecting renewable generation across all customers		22 - It makes sense to provide additional capacity for electric vehicles if we are to get fossil fuelled vehicles off the roads. 27- More charging points for electric vehicles makes absolute sense. there is little point in providing additional network capacity without the means for electric vehicle drivers to charge their cars. 30- We all have responsibility to carry our share of the cost of moving to renewable energy. This will heave a huge beneficial effect for the environment.		I would like to see ENW back an active campaign to encourage users (private and business) to reduce their electricity consumption through various means, e.g. using energy efficient lighting, proper insulation,  etc with an indication of costs savings to them. Ultimately, it is end user demand that drives the environmental impact of power generation and distribution.		ENW's objectives are admirable. But I feel that updating older equipment will address many of the issues of reliability and environmental impact of transmission losses, oil leakage from old cables etc. Moving overhead lines underground where cost effective is good for the environment and it also reduces the risk of accidental damage in storms.		I find them stimulating and well run under the circumstances. I am pleased to be part of this process.

		8/2/2020 15:33:01		139		Supportive		Very Supportive		Supportive		Supportive		Supportive		Not very supportive		Supportive		Supportive		Very Supportive		Supportive		Very Supportive		Very Supportive		2.Reducing the overall risk of the network in the long-term through replacing more old equipment before it fails, 9.Replace the internal cables in high rise buildings to reduce fire risk, 12.Further improve our protection against cyber attacks		2.   Preventing breakdown of services, in my mind,  is cheaper than waiting for a complete breakdown.   9.  If by replacing the cables in tower blocks could prevent a inferno and loss of life,  that's a no brainer to me.  12.  Security to prevent cyber attacks, either from home or abroad should always be in place.		What standby actions are in place in case there is a complete breakdown of services?.		Personally I think it is working very well.		Very Supportive		Supportive		Not very supportive		Supportive		Not very supportive		Not very supportive		Not very supportive		Not very supportive		Very Supportive		13.Reduce the time taken to complete road repairs after faults, 14.Reduce the number of times we deliberately turn the power off for work through using more generators, 21.Run more extensive awareness campaigns eg on safety		13.  Having a delay in road repairs obviously has a knock on effect to people's daily lives, ie getting to work, also public transport, and delivery services.  14.  Initial buying of more generators might be expensive, but if it helps to cut down the time that customers are without electricity, and claims for compensation, it maybe money well spent.  21.  Electricity safety could be taught in School, also TV media.		Cannot think of anything yet.		I don't think that there is a need for a 24 hour complaints service.		Not very supportive		Do not support		Very Supportive		Supportive		Not very supportive		Do not support		Not very supportive		Very Supportive		Supportive		Supportive		Not very supportive		24.Reduce the risk of oil leakage from some of our old cables by replacing them early, 29.Proactively cut dead or dying trees that may affect overhead lines instead of waiting for the landowner to do so, 31.Improve biodiversity at our substations through planting schemes etc.		24.  Oil leakage isn't good for life and the environment.  29.  Cheaper than waiting for more damage by falling trees to the electricity supply.  31.  This seems like a good idea.		No.		I feel that I still don't know enough yet.		Surprised how much I am enjoying the workshops. Still feeling a little out of my depth, other participants seem to be much more knowledgeable than me. Might be an age thing.

		8/2/2020 18:02:09		114		Supportive		Supportive		Do not support		Do not support		Supportive		Not very supportive		Very Supportive		Supportive		Supportive		Not very supportive		Supportive		Very Supportive		1.Roll out our Smart Street initiative to enable targeted customers to save up to £60 on their bill through energy efficiency measures, 7.Improve reliability for those customers receiving the worst service (multiple power cuts), 11.Install additional security protection at major sites		Point 1: A material advantage to customers& good publicity; 7. Important now people are becoming more dependent on Internet communication and when gas is phased out; 11. Increasingly society is more dependent on the electricity supply so it is critical to protect key points from Sabotage & Vandalism.		Battery farms to maintain supplies and provide storage with increasing use of wind & solar energy. Use of drones to monitor overhead cables. Mobile generators to support medical equipment in vulnerable homes.		How does your network compare against others for supply interruptions.		Very Supportive		Supportive		Do not support		Supportive		Not very supportive		Not very supportive		Do not support		Do not support		Not very supportive		13.Reduce the time taken to complete road repairs after faults, 16.Invest in extra staff to speed up completion of new connections, 18.Visit vulnerable customers ahead of any planned power cuts		13:The poor standards of road repairs and time taken to reinstate working was a theme of our discussions. They impact on road safety esp. for bicycles. The delays and congestion resulting from unattended work sites creates bad publicity for the company. 16: Important as new sources of supply become available. 18: I've experienced scheduled power cuts locally where no one was advised of the plan, It caused chaos one night with burglar alarms etc suddenly came on at 2:00 am.		who gives you the most customer responses- the users or the retail companies.
I knew that Electricity NW existed but only had a vague idea about their remit.		An analysis of the main cause of customer did-satisfaction		Very Supportive		Not very supportive		Supportive		Supportive		Do not support		Not very supportive		Do not support		Supportive		Supportive		Supportive		Supportive		22.Proactively increase the capacity of the network to enable new technologies such as electric vehicles to connect, 25.Invest to reduce losses (electricity lost during transmission that needs to be paid for and has a carbon impact), 30.Share more of the cost of connecting renewable generation across all customers		point 22: important as new sources of supply start, 25: if cost effective 30: as point 22		How toxic are the chemicals used in transformers nowadays?		How do you measure it.		Please let us see the information a little is advance. Several people couldn't take it in in time to make meaningful contributions and those that relied on phones or poor connections couldn't prioritise the points as they did not have all the information.

		8/2/2020 19:28:13		108		Very Supportive		Very Supportive		Very Supportive		Supportive		Supportive		Supportive		Supportive		Supportive		Supportive		Supportive		Supportive		Supportive		1.Roll out our Smart Street initiative to enable targeted customers to save up to £60 on their bill through energy efficiency measures, 2.Reducing the overall risk of the network in the long-term through replacing more old equipment before it fails, 3.Improve resilience of rural areas to storms by putting power lines underground		1. I would like to know more about the Smart Street as one it saves money and two it is more energy efficient by using less electricity which contributes to having less of an impact on the environment. 
2. It would be interesting how much money it would cost to replace old equipment.
3. Again, it would be interesting to see how much money this would cost as i know we have discussed this briefly and advised it was costly.						Very Supportive		Supportive		Supportive		Supportive		Supportive		Supportive		Very Supportive		Not very supportive		Supportive		13.Reduce the time taken to complete road repairs after faults, 16.Invest in extra staff to speed up completion of new connections, 19.Establish a fund for customers in vulnerable situations		13. It would be interesting to find out an average of how long it takes for the completion of roads after faults. Is this an issue for them now? 
16. How many extra staff does ENW need to succeed in this? What do they mean by new connections? Is this also an issue for them now? 
19. Would this be for vulnerable people who are out with electricity for a long period of time? What would this be based around?						Very Supportive		Not very supportive		Supportive		Very Supportive		Not very supportive		Not very supportive		Supportive		Supportive		Supportive		Supportive		Supportive		22.Proactively increase the capacity of the network to enable new technologies such as electric vehicles to connect, 25.Invest to reduce losses (electricity lost during transmission that needs to be paid for and has a carbon impact), 32.Extend the community energy fund to help community groups looking to develop local generation scheme		22. How much would it cost to introduce new technologies? What are the new technologies? 
25. How much electricity is lost during transmission and how much does this affect the environment? Does ENW feel this is a top priority? 
32. What is a local generation scheme?

		8/2/2020 20:00:01		101		Not very supportive		Very Supportive		Supportive		Supportive		Very Supportive		Supportive		Very Supportive		Supportive		Supportive		Not very supportive		Supportive		Supportive		1.Roll out our Smart Street initiative to enable targeted customers to save up to £60 on their bill through energy efficiency measures, 7.Improve reliability for those customers receiving the worst service (multiple power cuts), 12.Further improve our protection against cyber attacks		1. need more info on this. 7. Probably these are in remote areas. 12. Even Tech firms are vulnerable.		Some long term objectives to avoid playing catch-up.		At ground level everything seems OK.		Very Supportive		Very Supportive		Not very supportive		Supportive		Very Supportive		Very Supportive		Supportive		Not very supportive		Supportive		14.Reduce the number of times we deliberately turn the power off for work through using more generators, 17.Proactively contact our most vulnerable customers more frequently through employing more staff, 20.Offer a 24 hour complaints service		14. Less cuts looks more efficient. 17. An ageing population that continues to grow. 20. More an information service ( not a call centre ).		Not at this time.		NO		Very Supportive		Supportive		Supportive		Very Supportive		Supportive		Very Supportive		Supportive		Very Supportive		Very Supportive		Supportive		Supportive		23.Only buy electric vehicles from now on, 26.Move overhead lines underground in areas where they spoil the view, 29.Proactively cut dead or dying trees that may affect overhead lines instead of waiting for the landowner to do so		23. Does this include plant vehicles? 26. Only to enhance efficiency. 29. Make it a condition of overhead line installation.		NO		Need more info.		Enjoying them

		8/2/2020 20:02:57		134		Supportive		Very Supportive		Very Supportive		Very Supportive		Very Supportive		Very Supportive		Very Supportive		Supportive		Supportive		Do not support		Supportive		Supportive		1.Roll out our Smart Street initiative to enable targeted customers to save up to £60 on their bill through energy efficiency measures, 3.Improve resilience of rural areas to storms by putting power lines underground, 5.Reduce the frequency of power cuts		1. Not sure what it is exactly and would like to know who are the targated customers. 3 & 5. Relevant to the area I live in as the most affected by such issues		N/A		N/A		Very Supportive		Very Supportive		Very Supportive		Very Supportive		Supportive		Supportive		Supportive		Very Supportive		Do not support		13.Reduce the time taken to complete road repairs after faults, 15.Increase the levels of compensation we pay for service failures, 20.Offer a 24 hour complaints service		13/15/20. They all are relevant to previous issues on a personal level		N/A		N/A		Very Supportive		Very Supportive		Very Supportive		Very Supportive		Very Supportive		Very Supportive		Supportive		Very Supportive		Supportive		Very Supportive		Very Supportive		24.Reduce the risk of oil leakage from some of our old cables by replacing them early, 26.Move overhead lines underground in areas where they spoil the view, 29.Proactively cut dead or dying trees that may affect overhead lines instead of waiting for the landowner to do so		24/26/29 all options selected have the most immediate affect in helping the environment		N/A		N/A		N/A

		8/3/2020 13:00:18		130		Supportive		Very Supportive		Supportive		Supportive		Supportive		Do not support		Very Supportive		Very Supportive		Very Supportive		Not very supportive		Very Supportive		Very Supportive		1.Roll out our Smart Street initiative to enable targeted customers to save up to £60 on their bill through energy efficiency measures, 8.Improve flood defences at major sites to minimise the risk of disruption during storms, 12.Further improve our protection against cyber attacks		1. I don't have enough information about how this works but the result of implementation sounds promising for those in the most vulnerable financial situations. As smart meters have been criticised for not resulting in lower usage, I think the name 'Smart' Street is not descriptive enough and could have negative connotations. I might come up with something better if I could understand more about it.
8. We seem to be getting more floods across the country and I wonder what can be done to protect electricity supply in these places. Need more info.
12. Cyber attacks seem to be on the increase and like many, I fear hostile international disruption to our electricity supply so think it's important to get the best minds available working on continuous protection.		Nothing springs to mind just now.		Yes. As an EV driver with no charger at home, I believe that electric vehicle take up will not increase much until people can SEE the charging infrastructure grow substantially. In my opinion, this is not just an environment issue. It's a network one. I think distributors need to show the public how they are increasing capacity by storing sustainably-produced electricity in huge batteries around the NW. I've seen this done elsewhere in the world. This allows extra energy to be distributed during periods of high demand and also gives access to them for EV drivers for instance.  There is concern over capacity as we go forward and installing these kinds of batteries/charger will not only give VISUAL reassurance about the ability to cope with higher demand, it will also provide much needed infrastructure which in turn encourages the take up of EV vehicles.  ENW already has opportunities alongside sub-stations. Surely some of this land could be put to this use rather than just trying to make it look good with biodiversity planting. I am in favour of planting in general as I head up a voluntary group doing just that, but I think the demand for visible infrastructure is much greater at present.		Very Supportive		Supportive		Not very supportive		Supportive		Not very supportive		Do not support		Supportive		Not very supportive		Very Supportive		13.Reduce the time taken to complete road repairs after faults, 16.Invest in extra staff to speed up completion of new connections, 21.Run more extensive awareness campaigns eg on safety		13. There is nothing here about improving the QUALITY and timing of reinstatements on pavements or elsewhere following connections, re-routing or failures. My personal experience of ENW in our town is decidedly negative because so much damage has been done to our newly finished public realm (mostly paving but also roads) and simply filled in with tarmac. It takes months and months for ENW to replace like for like and I'm sure that a closer relationship with Trafford Council regarding this issue would be beneficial through better preparedness.

The quality of reinstatement is also very poor across the board, as is the attitude of staff towards the mess they make. Road repairs are often so poor that they rapidly deteriorate the whole road surface. We've also had planters and planting in our town centre damaged by debris being dumped into them or under them by ENW. 

There's even a channel across the car park opposite my house which was dug by ENW to re-route a power cable. One section of this channel (the footpath section) keeps collapsing causing a hazard for pedestrians. Nobody will accept responsibility though so it remains neglected and increasingly dangerous.   

16. Needs some clarification really. Do you have data about how long it takes at present? If this refers to new connections to new buildings (homes etc.) I think it's important as we have a national housing shortage and need to address the situation urgently. Quick connections mean that buildings can be occupied promptly. If it means new connections from sustainable energy producers to the network, again I think it's massively important in order to increase capacity on the network and then vital to demonstrate increased capacity to the public so they make greener decisions more readily. 

21. I come from a communications background (PR) and cannot emphasise enough the importance of making people feel confident to make green choices.  My community has turned around public perceptions of our town through positive action (visual change) coupled with sustained communication and I feel that electricity distributors have more to say to the public than how to keep safe. I think they could play a major role in turning the tide in favour of green decision-making both by industry and residents. It's pointless relying on government messaging in this regard. They are hopeless at it! People have to see proof of network capacity and infrastructure and then learn how it can help them make more environmentally-friendly decisions regarding energy choice and usage.  That's why I'm also very much in favour or ENW installing its own EV charging infrastructure which can generate revenue to be reinvested into the network.		Don't think so		Yes, the figures shown to us are just from bill payers, presumably. I have no issues as a customer myself but communities are also customers in that they have an opinion. From that point of view, I'd like to see data about how ENW matches up to its competitors' performance in community satisfaction.		Very Supportive		Very Supportive		Supportive		Supportive		Not very supportive		Very Supportive		Not very supportive		Supportive		Very Supportive		Not very supportive		Supportive		22.Proactively increase the capacity of the network to enable new technologies such as electric vehicles to connect, 25.Invest to reduce losses (electricity lost during transmission that needs to be paid for and has a carbon impact), 27.Install electric vehicle charging points in areas that don’t have them		22. I'd like to have some example about this can be done. I've seen examples abroad about using massive batteries to store energy, but would like to hear more about the options.
25. I'd like to know more about how this happens and what the options are to minimise loss.
27. I'd like to know more about whether ENW is currently allowed to install charging infrastructure and if not, what they are doing to lobby government to allow them to do it.  I am a frustrated EV driver who has no home charging facility. Almost a year ago, Trafford Council withdrew the only 2 town centre chargers from use as they allowed a developer to take control of the land. It completely slipped their incompetent minds that people might actually be reliant on these, and despite promises for replacements in January, nothing has yet materialised or even been announced with an accompanying timeline.  They have simply passed responsibility off to TfGM who are going at a snail's pace in terms of planning additional EV charging infrastructure.  These organisations have access to central government funding yet are the most inept at putting it to good use swiftly.  Similarly, private enterprises such as supermarkets can't be relied upon to deliver alternatives. Tesco in Altrincham town centre had plans for years to install chargers. The company announced that larger stores would get free vending low voltage chargers and also pay-to-charge rapid chargers. We have a large Tesco Extra and what eventually turned up were 4 low voltage chargers which can only be used for a maximum of 2hrs or you get a parking fine. Where the rapid charger was supposed to go was nothing for a while and then a blooming tyre pressure air machine. There is already one on every petrol station forecourt! People like me are literally wasting their time going in and out of the car park to charge our vehicles a little at a time and as a result, though lots of people ask, I cannot advise anyone around here with no charger facility at home to buy an EV. Heartbreaking when I am a strong advocate for it! Supermarkets see such installations as environmental tick boxes rather than revenue-generating opportunities.  I would absolutely love ENW to install EV rapid chargers in Altrincham and to communicate how the revenue would be used to further invest in the network for the good of all. EV drivers don't expect to get free fuel/energy. For the convenience that rapid and ultra rapid chargers bring, they would happily pay. I feel passionately about this issue and have offered my consultation free of charge to Trafford Council but they do not want to know. They simply don't value what end users have to say or suggest.		Not at present		Yes, much more can and should be done. And even more importantly, communicated! I would love to see ENW leading the way in addressing these issues.		I'm very much enjoying them. I have a much better understanding now and find the material very thought-provoking. I'm actually surprised about how passionately I feel about helping ENW be the best it can be.

		8/3/2020 18:01:58		125		Supportive		Very Supportive		Very Supportive		Supportive		Supportive		Not very supportive		Supportive		Very Supportive		Supportive		Supportive		Not very supportive		Not very supportive		2.Reducing the overall risk of the network in the long-term through replacing more old equipment before it fails, 8.Improve flood defences at major sites to minimise the risk of disruption during storms, 12.Further improve our protection against cyber attacks		I'd be interested to know what kind of equipment can be replaced early, and how much it would cost to do so.		No		No		Very Supportive		Not very supportive		Supportive		Very Supportive		Supportive		Supportive		Do not support		Not very supportive		Not very supportive		18.Visit vulnerable customers ahead of any planned power cuts, 20.Offer a 24 hour complaints service, 21.Run more extensive awareness campaigns eg on safety		I'd be interested to know what kind of awareness campaigns could be offered, and what form they'd take.		No		No		Not very supportive		Supportive		Supportive		Not very supportive		Supportive		Do not support		Supportive		Very Supportive		Supportive		Supportive		Not very supportive		24.Reduce the risk of oil leakage from some of our old cables by replacing them early, 26.Move overhead lines underground in areas where they spoil the view, 29.Proactively cut dead or dying trees that may affect overhead lines instead of waiting for the landowner to do so		I'm more inclined to spend money now rather than attempting to penny pinch and having to pay more down the line.		No		No		I've found them very interesting and enjoy participation.

		8/4/2020 9:25:26		128		Very Supportive		Supportive		Very Supportive		Supportive		Supportive		Supportive		Very Supportive		Very Supportive		Very Supportive		Supportive		Supportive		Very Supportive		1.Roll out our Smart Street initiative to enable targeted customers to save up to £60 on their bill through energy efficiency measures, 8.Improve flood defences at major sites to minimise the risk of disruption during storms, 12.Further improve our protection against cyber attacks		they are all important saving wasted money, increased freq. of floods and cyber attacks						Very Supportive		Supportive		Supportive		Supportive		Very Supportive		Very Supportive		Very Supportive		Not very supportive		Supportive		13.Reduce the time taken to complete road repairs after faults, 17.Proactively contact our most vulnerable customers more frequently through employing more staff, 19.Establish a fund for customers in vulnerable situations		road works are a bane on the life of many, vulnerable people need help						Very Supportive		Not very supportive		Not very supportive		Very Supportive		Supportive		Very Supportive		Supportive		Supportive		Supportive		Not very supportive		Supportive		22.Proactively increase the capacity of the network to enable new technologies such as electric vehicles to connect, 25.Invest to reduce losses (electricity lost during transmission that needs to be paid for and has a carbon impact), 26.Move overhead lines underground in areas where they spoil the view		electric cars will be the future as diesel being phased out, people need to adopt this tech sooner rather than later and more charging points will help; pylons are a blot on the landscape; once power loss stemmed then all savings a bonus to shareholders and green campaigners alike

		8/4/2020 9:49:23		129		Very Supportive		Supportive		Supportive		Supportive		Supportive		Supportive		Supportive		Supportive		Very Supportive		Not very supportive		Supportive		Supportive		1.Roll out our Smart Street initiative to enable targeted customers to save up to £60 on their bill through energy efficiency measures, 4.Improve reliability in areas with the most customers in fuel poverty, 9.Replace the internal cables in high rise buildings to reduce fire risk		The smart street initiative would help customers make such large savings overall that ENW could easily add a few pounds to their bills for each customer and this would pay for most other tasks on their lists.		Not that comes to mind yet. Seems to be fairly comprehensive		Not yet.		Very Supportive		Supportive		Supportive		Supportive		Very Supportive		Supportive		Very Supportive		Do not support		Supportive		13.Reduce the time taken to complete road repairs after faults, 17.Proactively contact our most vulnerable customers more frequently through employing more staff, 19.Establish a fund for customers in vulnerable situations		vulnerable customers need to be a priority for any company or organisation, either private or public.
Reducing congestion on the roads is vital for everybody. British roads are notoriously congested and it is costing the economy hundreds of millions a year in lost productivity.		Not yet		Not yet		Not very supportive		Not very supportive		Supportive		Very Supportive		Supportive		Not very supportive		Supportive		Supportive		Supportive		Supportive		Very Supportive		25.Invest to reduce losses (electricity lost during transmission that needs to be paid for and has a carbon impact), 28.Reduce our own carbon footprint quickly by refurbishing our buildings and depots, 32.Extend the community energy fund to help community groups looking to develop local generation scheme		A community energy fund would encourage more people to get involved with renewables, reducing future costs and environmental issues.
Reducing transmission losses will lead to better efficiency, cutting costs in the long term and also improve your environmental impact		Not yet		Not yet		Very informative so far, looking forward to more detail being provided

		8/4/2020 9:53:30		100		Supportive		Supportive		Not very supportive		Very Supportive		Very Supportive		Supportive		Supportive		Not very supportive		Very Supportive		Supportive		Supportive		Supportive		4.Improve reliability in areas with the most customers in fuel poverty, 7.Improve reliability for those customers receiving the worst service (multiple power cuts), 9.Replace the internal cables in high rise buildings to reduce fire risk		7. It’s important service is improved in the worst areas. 9. As know about high rise fires. Make sure it doesn’t happen because of a electrical problem. 4. We need to Help people in fuel poverty		No		Performance looks good compared to other operators.		Very Supportive		Supportive		Supportive		Supportive		Very Supportive		Very Supportive		Supportive		Supportive		Supportive		16.Invest in extra staff to speed up completion of new connections, 17.Proactively contact our most vulnerable customers more frequently through employing more staff, 18.Visit vulnerable customers ahead of any planned power cuts		16. Job can be competed more quickly, if these more staff, helping traffic conditions. 17 and 18 we need to support elderly people during winter Months		No		No		Supportive		Very Supportive		Supportive		Supportive		Not very supportive		Not very supportive		Supportive		Supportive		Supportive		Very Supportive		Supportive		25.Invest to reduce losses (electricity lost during transmission that needs to be paid for and has a carbon impact), 28.Reduce our own carbon footprint quickly by refurbishing our buildings and depots, 31.Improve biodiversity at our substations through planting schemes etc.		25. Reduce losses as lots of power is lost during the transportation. 28. Setting an example 29. Probably can be done at a low cost and will Improve lots of eyesore substations		No		No

		8/4/2020 17:45:04		111		Not very supportive		Very Supportive		Supportive		Very Supportive		Supportive		Not very supportive		Supportive		Very Supportive		Very Supportive		Not very supportive		Supportive		Supportive		2.Reducing the overall risk of the network in the long-term through replacing more old equipment before it fails, 3.Improve resilience of rural areas to storms by putting power lines underground, 5.Reduce the frequency of power cuts		2 to improve reliability this would be the best option to improve the equipment and help reduce the cost of repairs 
3 everybody should have the same level of service 
5 this would help everybody body		No		No		Very Supportive		Supportive		Not very supportive		Supportive		Not very supportive		Supportive		Not very supportive		Supportive		Very Supportive		13.Reduce the time taken to complete road repairs after faults, 16.Invest in extra staff to speed up completion of new connections, 21.Run more extensive awareness campaigns eg on safety		21 more awareness would improve EWN stature with in the local community plus help in H & S awareness beca7i feel not many know about ENW and what they do
13 that would help everybody when using the roads and avoiding any delays		No		No		Very Supportive		Supportive		Supportive		Supportive		Very Supportive		Supportive		Supportive		Supportive		Supportive		Supportive		Supportive		22.Proactively increase the capacity of the network to enable new technologies such as electric vehicles to connect, 23.Only buy electric vehicles from now on, 26.Move overhead lines underground in areas where they spoil the view		22 must be ready for the future and with having charging point would help improve the environment 
23 would improve the environment 
26 would improve the environment		No		No		No

		8/5/2020 17:41:17		102		Supportive		Very Supportive		Supportive		Supportive		Not very supportive		Not very supportive		Supportive		Very Supportive		Very Supportive		Supportive		Not very supportive		Supportive		1.Roll out our Smart Street initiative to enable targeted customers to save up to £60 on their bill through energy efficiency measures, 2.Reducing the overall risk of the network in the long-term through replacing more old equipment before it fails, 7.Improve reliability for those customers receiving the worst service (multiple power cuts)		1 &2 to see how these are going to impact the long term priorities of ENW by making investments in these areas
7 i am interested in this as i feel a targeted approach to improvement  could be important when there are so many priorities						Do not support		Not very supportive		Not very supportive		Supportive		Supportive		Not very supportive		Not very supportive		Not very supportive		Supportive		16.Invest in extra staff to speed up completion of new connections, 17.Proactively contact our most vulnerable customers more frequently through employing more staff, 21.Run more extensive awareness campaigns eg on safety		16 &17 because in the current climate it is important to be looking at creating jobs that can work with the most vulnerable in the community
21 i am interested in what the public doesn't know about ENW and what mileage there is in that						Very Supportive		Supportive		Very Supportive		Very Supportive		Not very supportive		Supportive		Not very supportive		Very Supportive		Very Supportive		Very Supportive		Very Supportive		22.Proactively increase the capacity of the network to enable new technologies such as electric vehicles to connect, 25.Invest to reduce losses (electricity lost during transmission that needs to be paid for and has a carbon impact), 32.Extend the community energy fund to help community groups looking to develop local generation scheme		22 & 25 interested to know how ENW proposes to do this 
32 very interested in creating our own local generation scheme where i live!				No

		8/5/2020 18:39:00		113		Do not support		Very Supportive		Very Supportive		Supportive		Supportive		Not very supportive		Very Supportive		Very Supportive		Supportive		Do not support		Supportive		Supportive		2.Reducing the overall risk of the network in the long-term through replacing more old equipment before it fails, 3.Improve resilience of rural areas to storms by putting power lines underground, 8.Improve flood defences at major sites to minimise the risk of disruption during storms		No. 2 to improve overall network resilience as improves service for everyone. No. 3 I have relatives who live in very rural area and they have suffered substantial loss of service at critical periods e.g. Christmas and boxing day. No. 8 the river lune substation flooding in 2015 meant thousands of customers including ourselves lost power for 5 days.		No		No		Very Supportive		Supportive		Supportive		Supportive		Supportive		Supportive		Not very supportive		Do not support		Do not support		13.Reduce the time taken to complete road repairs after faults, 14.Reduce the number of times we deliberately turn the power off for work through using more generators, 15.Increase the levels of compensation we pay for service failures		No. 13 dug up roads should be reinstated much sooner as they cause disruption to road users and pedestrians. No. 14 no comment. no. 15 when lune substation went down the compensation to us was non existent which for 5 days off is terrible. Furthermore engineers got service up for a few hours part way through and the cynical part of me believes this was to avoid paying greater compensation as it went off again for a further day or two, hence breaking the length of disruption to avoid paying out due to statutory obligations.		No		No		Very Supportive		Not very supportive		Very Supportive		Very Supportive		Not very supportive		Supportive		Not very supportive		Supportive		Not very supportive		Not very supportive		Supportive		22.Proactively increase the capacity of the network to enable new technologies such as electric vehicles to connect, 24.Reduce the risk of oil leakage from some of our old cables by replacing them early, 25.Invest to reduce losses (electricity lost during transmission that needs to be paid for and has a carbon impact)		22 to allow the roll out of a reduced carbon economy.
24 to stop ground pollution an unseen effect of ENWL operations that most people will be unaware of.
25 this will reduce the wastage on the network and improve resilience at the same time with newer cables.		No		No		Emails not always getting to me for example login details for last meeting and this worksheet. Mentimeter was messed up.
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				6.Reduce the number of short (less than 3 minute) power cuts		0

				10.Keep overall risk of the network where it is today with same number of power cuts		1

				5.Reduce the frequency of power cuts		3

				11.Install additional security protection at major sites		3

				4.Improve reliability in areas with the most customers in fuel poverty		6

				3.Improve resilience of rural areas to storms by putting power lines underground		9

				8.Improve flood defences at major sites to minimise the risk of disruption during storms		9

				9.Replace the internal cables in high rise buildings to reduce fire risk		10

				7.Improve reliability for those customers receiving the worst service (multiple power cuts)		13

				12.Further improve our protection against cyber attacks		15

				2.Reducing the overall risk of the network in the long-term through replacing more old equipment before it fails		22

				1.Roll out our Smart Street initiative to enable targeted customers to save up to £60 on their bill through energy efficiency measures		26
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Which 3 of these activities would you be most interested in learning more about and discussing at future meetings of the Panel?



network 2

		1.Roll out our Smart Street initiative to enable targeted customers to save up to £60 on their bill through energy efficiency measures		2.Reducing the overall risk of the network in the long-term through replacing more old equipment before it fails		3.Improve resilience of rural areas to storms by putting power lines underground		4.Improve reliability in areas with the most customers in fuel poverty		5.Reduce the frequency of power cuts		6.Reduce the number of short (less than 3 minute) power cuts		7.Improve reliability for those customers receiving the worst service (multiple power cuts)		8.Improve flood defences at major sites to minimise the risk of disruption during storms		9.Replace the internal cables in high rise buildings to reduce fire risk		10.Keep overall risk of the network where it is today with same number of power cuts		11.Install additional security protection at major sites		12.Further improve our protection against cyber attacks

		Smart Street. This would give a tangible benefit to customers in the target areas.  The savings are then made every year.		Big projects need big discussions		Rural areas are more severely affected by power outages,so putting the cables underground makes commercial sense.		Point 4. Customers in fuel poverty must deserve extra protection.		Because they all Investments				Point 7. Multiple cuts must be very disruptive to businesses and family life.		I live in a flood prone area and know how serious this affects day to day living,		0				Because they all Investments		Need to understand better how cyber attacks specifically threaten the power networks

		Very important too the future of the northwest		Because they all Investments		3 just to ensure we're doing all we can in case of any disaster		4. I'm unsure of what fuel poverty really means		3 & 5. Relevant to the area I live in as the most affected by such issues				7. Listening to someone else in our group who lives in a rural area who suffers regular power cuts. I felt sorry for him and know I would not want to experience that level of disruption.		8 with weather changes happening it may be come a long term problem.		9. For obvious reasons.....no customers should be at risk. This should be a priority.				11. Increasingly society is more dependent on the electricity supply so it is critical to protect key points from Sabotage & Vandalism.		I believe there needs to be investment in the future issues we will be facing; increasing climate issues, reliance on electricity and cyber safety/security (so much is now vulnerable to hackers and could bring a country to its knees) . These choices fit most with my major concerns

		1: I learned a lot about what this means for us today but I'd love to hear more about it. I've never seen any type of public reference to this initiative and I think it would benefit everyone that uses ENW, no less allowing extra costs to improve every other initiative there is		2, because if you don't start investing now, it's going to cost a lot more in the future a) because there will be more to do and b) inflation		3. I'd like to find out more about this with regards to feasibility. What would it involve? What about the environmental impact? How would wildlife be affected? Would it make a major difference to the supply in rural areas ?		4. I would be interested to learn how this would work, in my understanding of  the phrase fuel poverty, is the inability to pay for fuel, therefore having to make the choice to eat or heat. The reliability of the electric supply will not stop this.		5 this would help everybody body				No 7, in this century nobody should be suffering with poor		8. I remember Storm Desmond very well and the impact it had on our local community. With climate change become more intense, it's something that our local area really cares about so it would be good to hear more.		9.  I would like to know more about how big a risk this is.						12- In this changing world where everyone is at risk from cyber crime I think it is essential that ENW are working towards a more robust system to reduce the risk.

		1. I feel if Smart Street was rolled out, saving customers £60 per year you would then be in a position to increase your annual charge to rectify all issues.....everyone happy.		I believe there needs to be investment in the future issues we will be facing; increasing climate issues, reliance on electricity and cyber safety/security (so much is now vulnerable to hackers and could bring a country to its knees) . These choices fit most with my major concerns		3. It must be extremely frustrating for people in rural areas who suffer from power cuts during storms. Therefore in those areas it seems sensible to put cables underground and could in the long term prove cost effective rather than repairing when there is a storm		4. We need to Help people in fuel poverty						7. I feel strongly that everyone is entitled to the same level of service.  This is a fundamental requirement for all in terms of a comfortable lifestyle, and it is only fair that each customer paying for the service is treated the same.		8. We seem to be getting more floods across the country and I wonder what can be done to protect electricity supply in these places. Need more info.		9. A fire in a high rise building could be a disaster, as was seen at Grenfell tower, anything to reduce this risk is essential.						Cyber attacks will become the new form of warfare and is available to individuals as well as governments.

		I feel the overall service provided by ENW is very good and now its time to invest in becoming more SMART.  Its time to invest in how we can move forward with Smart technology.		No 2  this makes business sense to improve overall functionality to all customers and businesses,  reliability, let alone no electricity		These are 3 areas that I am quite passionate about due to where I live and I recognise can all be difficult as a result of the environment to tackle. 3. I am very concerned about rural areas being left behind due to it being more expensive/effortful to ensure that they're getting the same service as more urban areas. These can be more isolated areas as well, so not having access to a good network could exacerbate issues/risks that would not be as bad compared to inner city areas.								7- I think starting in areas that get the worst service now is of benefit to everyone as even if our area gets good service we all end up having to pay the costs of dealing with power cuts in other areas.		No. 8 the river lune substation flooding in 2015 meant thousands of customers including ourselves lost power for 5 days.		9. as a result of past fires in tower blocks another long term problem						12. As a nation we could be targeted in the future

		I believe there needs to be investment in the future issues we will be facing; increasing climate issues, reliance on electricity and cyber safety/security (so much is now vulnerable to hackers and could bring a country to its knees) . These choices fit most with my major concerns		2.  Will be interesting to hear more about what is required to improve the network.		3. Again, it would be interesting to see how much money this would cost as i know we have discussed this briefly and advised it was costly.								7. Reliability should be the same for all considering all customers have to pay the same amount to ENW. Those having the most power cuts surely have as much right as others if not more to make improving their service a priority.				Re high rise flats, to what extent do cables need replacing?  Would replacements be greener and more efficient?						I think I would need further information, currently they interested me to improve the service and future proof it.

		No 1, in the long run this will not only save energy but will also help those in poorer areas,		2- I think it is better to be proactive and start to replace the system before it fails as this has an impact on getting a more reliable service in the future.		3 & 5. Relevant to the area I live in as the most affected by such issues								7. I think that it's fab to be improving services in general but we need to ensure that we're pulling everyone in to that and not leaving anyone behind that could lead to any disparities in access to the network. I think that it's better for everyone to have decent access rather than some having a fantastic service and others not doing so at all.				9.  If by replacing the cables in tower blocks could prevent a inferno and loss of life,  that's a no brainer to me.						We have seen the damage cyber attacks can do when computer networks in major organisations are hacked. Electricity is something we cannot do without so protection in this area is vital

		Paul provided more information to our group about the Smart Street system and it seems sensible to start the roll out and continue it as quickly as possible so the tech can be available to all.		2 for people living on the bread we must ensure they are treated fairly when it comes to energy		3 everybody should have the same level of service								7 - Improve reliability for customers with worst service. Again this could be improved probably by investing in new equipment, but in the short term, efforts should be made to improve services for those who get worse than average service.				9. As know about high rise fires. Make sure it doesn’t happen because of a electrical problem.						12- Protection against cyber attacks. It is evident that both Russia and China in particular are investing heavily in Cyber warfare. If hostilities break out, it will begin with cyber attacks on infrastructure,: mobile networks, power, defence systems etc. It would be foolish to play this down. For example we are fairly certain that Huawei has embedded spyware. How much does our power network rely on such equipment.

		1 by replacing old for new equipment this would go somewhere in reducing the problems of the faults that need tens of pence investment by each household		I think I would need further information, currently they interested me to improve the service and future proof it.		No. 3 I have relatives who live in very rural area and they have suffered substantial loss of service at critical periods e.g. Christmas and boxing day. No. 8 the river lune substation flooding in 2015 meant thousands of customers including ourselves lost power for 5 days.								7. Important now people are becoming more dependent on Internet communication and when gas is phased out;										12.  Security to prevent cyber attacks, either from home or abroad should always be in place.

		1. Any saving made on any outgoings would be a boost, especially to pensioners and others on a low income.		I would like to know to what extent old equipment needs replacing and would replacements be greener and more efficient.  What does replacement entail?  Which areas would be targeted?										7. Probably these are in remote areas.										12. Even Tech firms are vulnerable.

		1. I'm not aware of this initiative so would be interested to find out how it can save money and be efficient.		2 - replacing older equipment. Because by doing so, many of the objectives in relation to network reliability, reduction of power cuts will be addressed.										7. It’s important service is improved in the worst areas.										12. Cyber attacks seem to be on the increase and like many, I fear hostile international disruption to our electricity supply so think it's important to get the best minds available working on continuous protection.

		I think I would need further information, currently they interested me to improve the service and future proof it.		2.   Preventing breakdown of services, in my mind,  is cheaper than waiting for a complete breakdown.										7 i am interested in this as i feel a targeted approach to improvement  could be important when there are so many priorities										increased frequesncy of cyber attacks

		1. using smart technology seems common sense as long as we all save money and not just a few select customers.		2. It would be interesting how much money it would cost to replace old equipment.

		I'm less sure how to prioritise the street smart initiative - whilst some of the others seemed more obvious priorities, so would like to know more about it		I'd be interested to know what kind of equipment can be replaced early, and how much it would cost to do so.

		I would like to know how the streets would be chosen and how they would work.  By what criteria would customers be targeted.  How would the system work on roads with multiple types f housing and multiple categories of occupants?		2 to improve reliability this would be the best option to improve the equipment and help reduce the cost of repairs

		Point 1: A material advantage to customers& good publicity;		to see how these are going to impact the long term priorities of ENW by making investments in these areas

		1. I would like to know more about the Smart Street as one it saves money and two it is more energy efficient by using less electricity which contributes to having less of an impact on the environment.		No. 2 to improve overall network resilience as improves service for everyone. No. 3 I have relatives who live in very rural area and they have suffered substantial loss of service at critical periods e.g. Christmas and boxing day. No. 8 the river lune substation flooding in 2015 meant thousands of customers including ourselves lost power for 5 days.

		1. need more info on this.

		1. Not sure what it is exactly and would like to know who are the targated customers.

		1. I don't have enough information about how this works but the result of implementation sounds promising for those in the most vulnerable financial situations. As smart meters have been criticised for not resulting in lower usage, I think the name 'Smart' Street is not descriptive enough and could have negative connotations. I might come up with something better if I could understand more about it.

		saving wasted money,

		The smart street initiative would help customers make such large savings overall that ENW could easily add a few pounds to their bills for each customer and this would pay for most other tasks on their lists.

		1 &2 to see how these are going to impact the long term priorities of ENW by making investments in these areas
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		How supportive?		Very Supportive		Supportive		Not very supportive		Do not support																														How supportive?		Very Supportive		Supportive		Not very supportive		Do not support

		1.Roll out our Smart Street initiative to enable targeted customers to save up to £60 on their bill through energy efficiency measures		12		18		8		1		39																												1.Roll out our Smart Street initiative to enable targeted customers to save up to £60 on their bill through energy efficiency measures		12		18		8		1		39

		How supportive?		Very Supportive		Supportive		Not very supportive		Do not support																														2.Reducing the overall risk of the network in the long-term through replacing more old equipment before it fails		28		9		2

		2.Reducing the overall risk of the network in the long-term through replacing more old equipment before it fails		28		9		2				39																												3.Improve resilience of rural areas to storms by putting power lines underground		13		20		5		1

		How supportive?		Very Supportive		Supportive		Not very supportive		Do not support																														4.Improve reliability in areas with the most customers in fuel poverty		11		23		3		2

		3.Improve resilience of rural areas to storms by putting power lines underground		13		20		5		1		39																												5.Reduce the frequency of power cuts		5		27		7				39

		How supportive?		Very Supportive		Supportive		Not very supportive		Do not support																														6.Reduce the number of short (less than 3 minute) power cuts		2		14		15		8		39

		4.Improve reliability in areas with the most customers in fuel poverty		11		23		3		2		39																												7.Improve reliability for those customers receiving the worst service (multiple power cuts)		18		18		3				39

		5.Reduce the frequency of power cuts		5		27		7				39																												8.Improve flood defences at major sites to minimise the risk of disruption during storms		17		17		4		1		39

		How supportive?		Very Supportive		Supportive		Not very supportive		Do not support																														6.Reduce the number of short (less than 3 minute) power cuts		2		14		15		8		39

		6.Reduce the number of short (less than 3 minute) power cuts		2		14		15		8		39																												9.Replace the internal cables in high rise buildings to reduce fire risk		21		15		1		2		39

		7.Improve reliability for those customers receiving the worst service (multiple power cuts)		18		18		3				39																												10.Keep overall risk of the network where it is today with same number of power cuts		4		11		11		13		39

		8.Improve flood defences at major sites to minimise the risk of disruption during storms		17		17		4		1		39																												11.Install additional security protection at major sites		6		21		12				39

		9.Replace the internal cables in high rise buildings to reduce fire risk		21		15		1		2		39																												12.Further improve our protection against cyber attacks		18		14		7				39

		How supportive?		Very Supportive		Supportive		Not very supportive		Do not support																														6.Reduce the number of short (less than 3 minute) power cuts		2		14		15		8		39

		10.Keep overall risk of the network where it is today with same number of power cuts		4		11		11		13		39																																						39

		11.Install additional security protection at major sites		6		21		12				39

		12.Further improve our protection against cyber attacks		18		14		7				39
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1.Roll out our Smart Street initiative to enable targeted customers to save up to £60 on their bill through energy efficiency measures
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2.Reducing the overall risk of the network in the long-term through replacing more old equipment before it fails

2.Reducing the overall risk of the network in the long-term through replacing more old equipment before it fails



Customer

		



3.Improve resilience of rural areas to storms by putting power lines underground



environment

		



4.Improve reliability in areas with the most customers in fuel poverty



		



10.Keep overall risk of the network where it is today with same number of power cuts



		



6.Reduce the number of short (less than 3 minute) power cuts



		How supportive?		Very Supportive		Supportive		Not very supportive		Do not support		Total %		Very Supportive		Supportive		Not very supportive		Do not support		Total

		12.Further improve our protection against cyber attacks		46%		36%		18%		0%		100%		18		14		7		0		0

		11.Install additional security protection at major sites		15%		54%		31%		0%		100%		6		21		12		0		39

		10.Keep overall risk of the network where it is today with same number of power cuts		10%		28%		28%		33%		100%		4		11		11		13		39

		9.Replace the internal cables in high rise buildings to reduce fire risk		54%		38%		3%		5%		100%		21		15		1		2		39

		8.Improve flood defences at major sites to minimise the risk of disruption during storms		44%		44%		10%		3%		100%		17		17		4		1		39

		7.Improve reliability for those customers receiving the worst service (multiple power cuts)		46%		46%		8%		0%		100%		18		18		3		0		39

		6.Reduce the number of short (less than 3 minute) power cuts		5%		36%		38%		21%		100%		2		14		15		8		39

		5.Reduce the frequency of power cuts		13%		69%		18%		0%		100%		5		27		7		0		39

		4.Improve reliability in areas with the most customers in fuel poverty		28%		59%		8%		5%		100%		11		23		3		2		39

		3.Improve resilience of rural areas to storms by putting power lines underground		33%		51%		13%		3%		100%		13		20		5		1		39

		2.Reducing the overall risk of the network in the long-term through replacing more old equipment before it fails		72%		23%		5%		0%		100%		28		9		2		0		39

		1.Roll out our Smart Street initiative to enable targeted customers to save up to £60 on their bill through energy efficiency measures		31%		46%		21%		3%		100%		12		18		8		1		39

		How supportive?		Very Supportive		Supportive		total support																																										Very supportive		Supportvie

		12.Further improve our protection against cyber attacks		46%		36%		82%								7																		2														10. Keep overall risk of the network where it is today with same number of power cuts		10%		28%		38%

		11.Install additional security protection at major sites		15%		54%		69%																										9														6. Reduce the number of short (less than 3 minute) power cuts		5%		36%		41%

		10.Keep overall risk of the network where it is today with same number of power cuts		10%		28%		38%																										7														11. Install additional security protection at major sites		15%		54%		69%

		9.Replace the internal cables in high rise buildings to reduce fire risk		54%		38%		92%																										8														1. Roll out our Smart Street initiative to enable targeted customers to save up to £60 on their bill through energy efficiency measures		31%		46%		77%

		8.Improve flood defences at major sites to minimise the risk of disruption during storms		44%		44%		87%																										4														5. Reduce the frequency of power cuts		13%		69%		82%

		7.Improve reliability for those customers receiving the worst service (multiple power cuts)		46%		46%		92%																										3														12. Further improve our protection against cyber attacks		46%		36%		82%

		6.Reduce the number of short (less than 3 minute) power cuts		5%		36%		41%																										12														3. Improve resilience of rural areas to storms by putting power lines underground		33%		51%		85%

		5.Reduce the frequency of power cuts		13%		69%		82%																										5														4. Improve reliability in areas with the most customers in fuel poverty		28%		59%		87%

		4.Improve reliability in areas with the most customers in fuel poverty		28%		59%		87%																										1														8. Improve flood defences at major sites to minimise the risk of disruption during storms		44%		44%		87%

		3.Improve resilience of rural areas to storms by putting power lines underground		33%		51%		85%																										11														7. Improve reliability for those customers receiving the worst service (multiple power cuts)		46%		46%		92%

		2.Reducing the overall risk of the network in the long-term through replacing more old equipment before it fails		72%		23%		95%																										6														9. Replace the internal cables in high rise buildings to reduce fire risk		54%		38%		92%

		1.Roll out our Smart Street initiative to enable targeted customers to save up to £60 on their bill through energy efficiency measures		31%		46%		77%																										10														2. Reducing the overall risk of the network in the long-term through replacing more old equipment before it fails		72%		23%		95%
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How supportive are of Electricity North West investing in these options to improve network performance?



		

		20.Offer a 24 hour complaints service		3

		15.Increase the levels of compensation we pay for service failures		6

		18.Visit vulnerable customers ahead of any planned power cuts		10

		14.Reduce the number of times we deliberately turn the power off for work through using more generators		11

		16.Invest in extra staff to speed up completion of new connections		12

		17.Proactively contact our most vulnerable customers more frequently through employing more staff		13

		21.Run more extensive awareness campaigns eg on safety		15

		19.Establish a fund for customers in vulnerable situations		21

		13.Reduce the time taken to complete road repairs after faults		24





		





		

		23.Only buy electric vehicles from now on		4

		28.Reduce our own carbon footprint quickly by refurbishing our buildings and depots		4

		31.Improve biodiversity at our substations through planting schemes etc.		4

		30.Share more of the cost of connecting renewable generation across all customers		6

		26.Move overhead lines underground in areas where they spoil the view		8

		24.Reduce the risk of oil leakage from some of our old cables by replacing them early		9

		27.Install electric vehicle charging points in areas that don’t have them		10

		29.Proactively cut dead or dying trees that may affect overhead lines instead of waiting for the landowner to do so		10

		32.Extend the community energy fund to help community groups looking to develop local generation schemes 		17

		25.Invest to reduce losses (electricity lost during transmission that needs to be paid for and has a carbon impact)		20

		22.Proactively increase the capacity of the network to enable new technologies such as electric vehicles to connect		25
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Delivering a reliable network

Improving what we do now

& Use new techniques to ensure that we keep the overall
health of the network at its current level at the lowest
cost

v/ Reduce the time taken to identify and fix faults that
occur by improving the utilisation of our workforce
and using new technology

/ Reduce the number of power cuts experienced by
customers on average

/ Enhance our cyber resilience capabilities through the
use of new technology

New approaches we will introduce

& Work with the other network operators to develop and
implement a scheme to accurately measure and report
short duration (<3 minute) interruptions

/' Improve the reliability of the network in worst served
areas by undertaking major work on our worst-
performing circuits to deliver sustained improvements
in their performance

& Deliver a programme to improve the reliability of those
parts of the network that servehigh concentrations of
consumers in vulnerable circumstances where reliability
is poor
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Building a resilient network

Improving what we do now New approaches we will introduce

/' Reduce the exposure of our most vulnerable parts of
the network to storms

/ Install additional flood defences at our major
substation sites where new data suggests they will be
necessary

/ Increase proactive vegetation management due to

expected higher tree growth rates and the impact of

Ash Die-back disease

Ensure our telecomunications infrastructure continues

to be resilient as it becomes more critical in a data-

enabled future

Meet any additional standards proposed for Black Start
(ie re-starting the network following a national
shutdown)
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Potential improvements - Environment

More than £1 on Tens of pence on
average annual bills average annual bills

Afew pence on
average annual bills

Only buy electric vehicles from now on

Reduce therisk of oileakage from

some of our old cables by replacing

them early

Invest to reduce losses (electricity lost

during transmission thatneeds to be ;

paidfor and has a carbon impact) 31.Improve biodiversity at our
substations through planting
schemes etc.

32.Extend the community energy
fund to help community
groups looking to develop
local generation schemes

22. Proactively increase the Move overhead lines underground in

= areas where they spoll the view
ity of i e
capadtyonthe networkito Install electric vehicle charging points

enable new technologies such N G ke iade Vhir:

as electric vehicles to connect Reduce our own carbon footprint
quickly by refurbishing our buildings
and depots.
Proactively cut dead or dying trees
that may affect overhead lines instead
of waiting for the landowner to do so
Share more of the cost of connecting
renewable generation across all
customers
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Leading the North West to Net Zero

Improving what we do now

/ Ensure we deliver the right capacity in the right place
at the right time to enable the uptake of low carbon
technologies and meet regional aspirations for
decarbonisation

/' Prepare the network for low carbon technologies by
removing known constraints and limitations in
advance where high levels of renewable generation
are likely to connect

Work with community energy organisations to help
them play their full role in the energy transition

o Develop our decarbonisation advice service

New approaches we will introduce

“Unloop’ shared services where necessary to ensure that
customers are not prevented from installing low carbon
technologies at home

Develop the market for flexible services in the North
West such that low-cost, flexible solutions can be used
where available
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Our direct environmental impact

Improving what we do now New approaches we will introduce

& Significantly reduce the carbon impact of our own o Ensure compliance with new legislation relating to
operations by electrifying our vehicle fleet and reducing equipment identified as contaminated or likely to be
emissions from our properties contaminated with polychlorinated biphenyls (PCBs —

highly toxic chemicals used in some older electrical

/ Continue to drive down the leakage of insulating oil
from our cables by using innovative leak detection
techniques and replacing the leakiest sections o Introduce new, higher environmental requirements on

our suppliers

equipment)

/' Move overhead lines in National Parks and AONBs
underground where they are identified as being o [Specific measures to reduce SF6]
particularly visually intrusive

/' Manage electrical losses and future proof the network
by using higher capacity and lower loss equivalents
when we replace equipment

« Continue to reduce waste and increase our recycling
rates





image12.png
Potential improvements- Customer

More than £1 on
average annual bills

Tens of pence on
average annual bills

A few pence on
average annual bills

/13. Reduce the time taken to \

complete road repairs after
faults

14. Reduce the number of times
we deliberately turn the
power off for work through
using more generators

15.Increase the levels of
compensation we pay for
service failures

16.Invest in extra staff to speed
up completion of new
connections

- /

C Proactively contact our most\

vulnerable customers more
frequently through
employing more staff

18.Visit vulnerable customers
ahead of any planned power
cuts

19.Establish a fund for customers
in vulnerable situations

20.Offer a 24 hour complaints
service

21.Run more extensive
awareness campaignseg on
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